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ABSTRACT 
 
Readiness to change is a critical element for the successful implementation of 
organisational change (Weiner, 2009). Work engagement is an important driver for 
organisational success (Lockwood, 2007) and it is important that organisations 
sustain work engagement during organisational changes. Readiness to change and 
work engagement are both important aspects of a successful organisation. The 
purpose of this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm in South Africa.  
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). The measuring 
instrument utilised demonstrated adequate reliability. By utilising the OCQ-C,P,R two 
additional constructs were incorporated into the study namely process of change and 
trust in leadership. The measuring instrument was sent electronically to all the staff 
members within the mid-tier accounting firm across South Africa. The researcher 
obtained a sample of n = 340. A model was constructed based on the measuring 
instrument to illustrate the hypothesised relationships between the constructs. 
Results from confirmatory factor analysis suggested that there was a good model fit 
with the data. Both descriptive and inferential statistics techniques were used for the 
data analysis.  
 
The relationships between the constructs were tested through structure equation 
modelling and Pearson’s product-moment correlation coefficients. The results of the 
study indicated that there is a practical and statistically significant relationship 
between readiness to change and work engagement. The results of the study 
implied that high levels of work engagement will generate high levels of readiness to 
change. Engaged employees are better able to cope with job demands during 
change processes which ultimately will impact whether change implementation is 
successful. Readiness to change and work engagement also indicated significant 
correlations with process of change and trust in leadership. Demographic groups had 
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significant differences in the mean scores for work engagement, process of change 
and trust in leadership.   
 
Keywords: Readiness to change, Work engagement, Trust in leadership, Process of 
change. 
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CHAPTER 1 
INTRODUCTION 
 
1.1  INTRODUCTION 
 
“Change in organisations has become synonymous with standard business practices 
and long-term organisational ends should be reformulated on a regular basis” 
(Appelbaum, St-Pierre & Glavas, 1998, p.289). 
 
Factors such as globalisation, reduced technology cycles, shifting demographics, 
changing customer demands and worker expectations, international economic trends 
and international competition are some of the generic forces driving change within 
South African organisations (Swanepoel, Erasmus, Van Wyk, & Schenk, 2003). 
Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without this balance, 
organisations can risk having anxious and resistant employees that may yield to 
diminishing productivity which untimely will affect the bottom line.   
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe, De Vos 
& van den Broeck, 2009). Because the future is often uncertain in terms of change, 
employees are not motivated to change unless there are compelling reasons to do 
so.  Bouckenooghe et al. (2009) explain that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness exists, the 
organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Armenakis, 
Harris and Mossholder (1993) mentioned that when organisational members are not 
ready for the change they may initiate negative reactions such as sabotage, 
absenteeism, and output restrictions. Readiness to change reflects beliefs, feelings 
and intentions regarding the extent to which changes are needed as well as 
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perceptions of individuals and organisational capacity to successfully enact those 
changes (Armenakis et al., 1993).  
 
The motivation for this study was based on the notion that organisations need to 
determine the change readiness of its members before embarking on such 
processes, as this could possibly lead to the success or failure of planned change.  A 
further motivation was to explore the relationship between readiness to change and 
work engagement during a change process within a mid-tier accounting firm. 
Mangundjaya (2012) stated that all dimensions of work engagement will influence 
readiness to change. Work engagement is viewed as a workplace approach 
designed to ensure that employees are committed to the organisation’s goals and 
values, motivated to contribute to organisational success and simultaneously to 
enhance their own sense of well-being (McLeod & Clark, 2009). Work engagement is 
the degree to which people commit to an organisation and the impact that 
commitment has on how well they perform, as well as their length of tenure 
(Federman, 2009). Mangundjaya (2012) believes that the higher the work 
engagement, the higher the readiness to change will be.  
1.2  BACKGROUND TO THE STUDY 
 
The mid-tier accounting firm under scrutiny employs 990 professionals in South 
Africa and 73 Partners (N. Solomon, personal communication, February 2, 2015). 
Worldwide the firm can rely on the skills of 17000 professionals in 77 countries which 
structure its integrated partnership in Europe, Africa, the Middle East, Asia Pacific, 
North America, Latin America and the Caribbean (R. Williams, personal 
communication, September 26, 2014).   
 
The mid-tier accounting firm underwent an integration process with an international 
accounting firm on 1 September 2008 and the merger between the firms introduced 
many changes. Various integration processes continue to take place. The aim for the 
mid-tier accounting firm was to become fully integrated in a national and international 
capacity. From an international level the firm had adopt new policies (i.e. dress 
code), procedures (i.e. audit methodologies, company procedures) and visual 
identity (i.e. firm name and logo). From a national level the integration processes 
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implied that all the offices across South Africa would be viewed as one practice and 
possess similar business policies, procedures and strategies.  
 
Certain integration processes within the mid-tier accounting firm were changing the 
client information system, which implied numerous changes in the way the firm is 
operated. For example, it changed the process of how clients were invoiced for 
services rendered.  Furthermore, it will impact the outputs for certain positions such 
as the Debtors Clerk function in each office. The debtors function will be moved to 
one central location rather than operating from each individual office. Thus, the 
Debtors Clerk job function could be made redundant in some of the individual offices. 
The latter creates uncertainty for all Debtors Clerk positions around the country (R. 
Williams, personal communication, July 23, 2014).  
 
Before the national office integration took place, each office from the mid-tier 
accounting firm within South Africa was a separate practice with their own registered 
business entities and partnerships. There are currently 12 offices across South 
Africa (R. Williams, personal communication, July 23, 2014). Several structural 
changes within the national practice were conducted to transfer all the employees, 
from the various offices within the mid-tier accounting firm across South Africa, into 
different reporting entities to form one national integrated practice across South 
Africa (R. Williams, personal communication, July 23, 2014).  
 
However, some offices selected to move back to their old structures and reporting 
lines due to legal implications with regards to tendering for work within the Auditor 
General (R. Williams, personal communication, July 23, 2014). For the latter offices, 
a big portion of fees is produced from work done for the Auditor General and they 
could not tender for work if they were attached to the ”bigger” national partnership. 
Tendering for Auditor General projects has certain requirements such as Broad 
Based Black Economic Empowerment (BBBEE), which could not be achieved if 
these offices were registered within the national practice.  Therefore, reverting back 
to past structures was a practical business decision.  
 
These movements could possibly have impacted future change processes as the 
employees’ readiness to change was affected by the track record of an organisation 
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in dealing effectively with change (Bouckenooghe et al., 2009).  The mid-tier 
accounting firm indicated that the new structures were not effective and therefore 
moved back to the original structures and business entities. Employees were 
informed that this component of the change was unsuccessful. Over the past few 
years the mid-tier accounting firm has been through several mergers and integration 
processes with other accounting firms resulting in the firm growing in numbers (R. 
Williams, personal communication, July 23, 2014). Merging with other accounting 
firms has had a big impact on the employees involved in terms of relocation to other 
offices, new policies and procedures to follow and adjusting to a new culture (R. 
Williams, personal communication, July 23, 2014).   
 
In order to place the current study in context, it is necessary to be familiar with the 
following fields of study: readiness to change and work engagement.  An introduction 
to the literature review will be discussed in the following section and should provide a 
better understanding regarding the concepts under scrutiny. 
1.3  READINESS TO CHANGE 
 
Readiness to change takes its roots in early research on organisational change 
(Walinga, 2008). The greatest challenge lies with the common assumption in 
organisational change literature that employees need to “be made ready” for the 
change that is imminent within the organisation (Aremenakis & Harris, 2002). 
Walinga (2008) explains that facilitating employee readiness to change would entail 
exploring how leaders can “get ready” to “get employees ready” for change. 
 
Readiness is considered a critical precursor to the successful implementation of 
complex changes (Weiner, 2009). It is suggested that failure to establish sufficient 
readiness accounts for one-half of all unsuccessful, large-scale organisational 
change efforts (Weiner, 2009). Readiness to change is not only a multi-faceted 
construct (Bouckenooghe et al., 2009), but a multi-levelled one. Specifically, it refers 
to employees’ commitment and efficacy to implement organisational change. This 
definition followed the usual language use of the term ”readiness”, which suggests a 
state of being both psychologically and behaviourally prepared to take action. 
Change commitment refers to organisational members' shared resolve to pursue the 
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courses of action involved in change implementation (Weiner, 2009). Change 
efficacy refers to organisational members' shared beliefs in their collective 
capabilities to organise and execute the courses of action involved in change 
implementation (Weiner, 2009). 
1.4  WORK ENGAGEMENT  
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli, Salanova, 
Gonzalez-Romá, & Bakker, 2002, p.74). Engaged individuals are energetic and feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007).  Vigour is characterised by energy, mental resilience, the 
willingness to invest one’s effort, and persistence (Schaufeli, Salanova et al., 2002). 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, Salanova et al., 2002, p.74). Absorption is 
characterised by being engrossed in one’s work, to the extent that time passes 
quickly and it is difficult to detach oneself from work (Schaufeli, Salanova et al., 
2002).  
 
Engaged employees are generally more productive in the workplace (Wu, 2013). 
Work engagement has become a popular topic within both academic and practical 
areas since 1990s. Robinson, Perryman and Hayday (2004) conceptualised 
engagement as a positive employee attitude towards the organisation and its values.   
 
Work engagement overlaps with the research topics of employee commitment, 
motivation and satisfaction, but is differentiated from these variables in that it can 
either be a result of organisational efforts or the employee’s choice of engagement 
with the organisation (Robinson, et al., 2004). Work engagement is a key business 
driver for organisational success, where high levels of engagement promote 
retention of talent, foster customer loyalty and improve organisational performance 
and stakeholder value (Lockwood, 2007). Engaged employees typically remain 
enthusiastic about their company and choose to remain with the organisation. These 
employees feel valued for the contributions they make and not merely for the salary 
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they receive. Work engagement is influenced by many factors ranging from 
workplace culture or climate, organisational communication and managerial styles to 
trust, respect, leadership and company reputation (Lockwood, 2007).  
 
Organisational changes that result from mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more resistant towards continuous change and 
ambiguity (Burnes, 2005). The problem becomes exaggerated when change agents 
(i.e. managers, top management) fail to include the individual in the adaptation 
process and also fail to manage the change process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged in their work and the 
organisation (Marks, 2007). According to Weiner and Roberta (2008) disengagement 
includes feelings of alienation or loss of identity with an organisation.  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. It is important for change agents to consider work engagement as an 
integral part of the change process, that is, before, during and after change has 
taken place (Bhola, 2010). The current study explored the relationship between 
readiness to change and work engagement within an organisation undergoing 
change.  
 
In a study conducted by Myungwean (2011), certain aspects of leadership, such as 
employees’ trust in executive management, effective leadership practices, and the 
quality of employee– manager relationships influence readiness to change. Further 
studies highlight that there is a relationship between readiness and processes of 
change (Ranta, 2011; McKay, Kuntz & Näswall, 2013; Jimmieson, Peach & White, 
2008). Furthermore, Mahembe (2014) suggests that there is a positive relationship 
between trust in the leader and work engagement. Bargagliotti (2011) concluded that 
trust in the leader is an antecedent of work engagement. Organisational climate, 
such as trust in leadership, is important for establishing a positive attitude towards 
change. In light of the above discussion it was essential to include climate- and 
process of change within the current study. The latter constructs could possibly 
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influence the employees’ readiness to change and work engagement within the mid-
tier accounting firm under scrutiny during change implementation.  
1.5 CLIMATE OF CHANGE 
 
Individuals need trust, support and cooperation to function effectively. Organisations 
with climates that have flexible and supportive structures are conducive to 
establishing a positive attitude towards change (Bouckenooghe et al., 2009). Tierney 
(1999) agrees that the psychological climate dimensions of trust, participation and 
support are preconditions of an environment conducive to change. Schneider, Brief 
and Guzzo (1996) explain that an organisational climate is an important component 
for shaping employee actions, including employee attitudes toward change. As 
mentioned by Robinson et al. (2004) work engagement is conceptualised as a 
positive employee attitude towards the organisation and its values. Therefore, 
focusing on factors that shape employee attitudes within the organisational climate 
during change was essential for the current study.  
1.6 PROCESS OF CHANGE 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models will be discussed within the literature review of the 
current study.  Process factors of change, specifically within the current study, have 
a more temporary nature and refer to the actual approach of how a specific change 
project is dealt with or implemented (Bouckenooghe et al., 2009). Open 
communication, knowledge sharing and participation are some factors that could 
facilitate successful change practices. As mentioned before, when change agents fail 
to manage the process it can lead to employees becoming disengaged in their work 
(Marks, 2007). Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change, which highlights the importance of 
such agents managing the change process effectively (Bouckenooghe et al., 2009). 
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1.7  RATIONALE OF THE STUDY 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm within South Africa. 
The merger between the mid-tier accounting firm under scrutiny and the international 
accounting firm, as mentioned previously, has introduced a considerable amount of 
organisational change by way of integration processes of the mid-tier accounting 
firm’s policies, strategies and business procedures.  
For the purpose of this study, the researcher focused on the relationship between 
readiness to change and work engagement. The researcher anticipates that the 
results from this study will identify how varying levels of employees within the mid-
tier accounting firm will perceive the organisational change and could reveal best 
practices for future change implementation. By revealing the relationship between 
readiness to change and work engagement during a change process, the mid-tier 
accounting firm will be informed on how to approach anticipated future changes. The 
researcher anticipates that the latter will enhance change management and 
implementation processes, as the agents (i.e. managers and top management) 
implementing the change will know what to focus on in respect of the employees, to 
ensure smooth organisational change implementation.  
1.8  STATEMENT OF THE PROBLEM 
 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams et al., 2003). Management in organisations stand accused of implementing 
change, which they believe will benefit the organisation, without considering the 
effects that it may have on employees (McHugh, 1997).  
There is a further possibility that organisational change is resisted and could 
potentially fail. Dawson (2003) explained that this may be due to the manner in which 
change has been visualised, announced and implemented or because internal 
resistance was built against it. Employees, in other words, sabotage those changes 
they view as negative to their own interests (Dawson, 2003).  
 
9 
 
As mentioned earlier, engaged individuals are energetic about their work, feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007b). Engaged employees remain enthusiastic about their company 
and choose to remain with the organisation. Organisational climate is one of many 
factors that influence work engagement (Brad & Thomas, 2013) and is an important 
component for shaping employee actions. This includes employee attitudes toward 
change (Schneider et al., 1996) and behavioural manifestations of employee 
engagement (Brad & Thomas, 2013). Organisations with flexible and supportive 
structures are conducive to establishing a positive attitude towards change 
(Bouckenooghe et al., 2009), in turn affecting an employee’s readiness to change.  
 
The current study anticipates determining how readiness to change is related to work 
engagement, specifically in a mid-tier accounting firm.  
1.9.  THE SIGNIFICANCE OF THE STUDY 
 
It is predicted that by determining the relationship between readiness to change and 
work engagement within the mid-tier accounting firm undergoing change, the firm 
could receive valuable information on how the integration or change processes 
impact the employees and top management within the mid-tier accounting firm, and 
how to approach further integration or procedures.  
 
It is further anticipated that the results of the study could reveal the employees’ level 
of work engagement within the mid-tier accounting firm. If the results reveal that 
employees have low levels of work engagement, the firm can improve or focus on 
how to improve the matter. Alternatively, the mid-tier accounting firm can continue 
with current practices if the results indicate a higher level of work engagement 
amongst employees.  
 
The study could potentially emphasise the perceived trust that employees have in 
leadership. This information is extremely valuable to any organisation. The leaders of 
the organisation will need to focus on improving trust if the results identify that there 
are low levels of trust in leadership amongst employees. It is anticipated that low 
levels of trust in leadership will negatively affect the majority of operations within the 
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firm i.e. performance management, learning and development, all forms of 
leadership decision making etc., ultimately affecting the profitability of the firm.  
 
Since the current study was conducted within a mid-tier accounting firm, a further 
significance of the study could be that the research could be conducted in other 
accounting firms undergoing change processes.  
1.10  FRAMEWORK FOR THE PRESENT STUDY 
 
While the first chapter gave a brief introduction, the second chapter reflected on the 
literature and previous studies surrounding the main constructs in this study. The 
third chapter described the research methodology employed in this study and the 
fourth chapter was dedicated to analysing the results. The fifth and final chapter 
focused on a discussion of the results, the limitations of the study, as well as 
recommendations for the mid-tier accounting firm involved and recommendations for 
future research. 
1.11  CONCLUSION 
 
A change process can only be implemented successfully if there is a level of 
readiness to change (Bouckenooghe et al., 2009). When such readiness exists, the 
organisation is informed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Engaged 
employees remain enthusiastic about their company and choose to remain with the 
organisation (Lockwood, 2007). It is important for change agents to consider work 
engagement as an integral part of the process, that is, before, during and after 
change has taken place (Bhola, 2010) as work engagement is critical for 
organisational success (Lockwood, 2007). The current study explored the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. In the next chapter, the researcher reviewed the literature on 
change, readiness to change and work engagement, so as to draw the links between 
the above constructs and highlight the relationships that may exist. 
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CHAPTER 2 
LITERATURE REVIEW 
 
2.1  INTRODUCTION 
 
As discussed in the previous chapter, the aim of the present study was to determine 
whether there is a relationship between readiness to change and work engagement 
within a mid-tier accounting firm undergoing change.   
 
The present chapter will discuss the concept of change, organisational change and 
change theories, change management and change models. Further to this, the 
concept of work engagement will be discussed. The researcher will also introduce 
the proposed model within the current study. The final section of the literature review 
will reflect on the empirical studies which have been conducted between the 
constructs in the study, to highlight the possible presence of any relationships. 
 
2.1.1  The concept of change 
 
Change, at its most basic level, may be signified at present when there is “an 
alteration of the status quo” (Bartol & Martin, 1998, p.500) or “the new state of things 
is different from the old state of things” (French & Bell, 1999, p.2). 
 
Change is defined as to make or become different (Abbas & Asghar, 2010). This 
definition is illustrated by the transformation of the caterpillar into a butterfly. There is 
a significant difference between one state and the next. Furthermore, change 
originated from the Latin verb “to barter” which means to pass from one state to 
another (Abbas & Asghar, 2010).  
 
Change may be any action or set of actions having some directions to do something 
new or to amend something (Boston, 2000). Change always requires commitment 
and direction. Change is not always positive but there are several methods of 
strengthening commitment to changes (Boston, 2000). 
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Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without balance, 
organisations can risk an anxious and resistant workforce that may yield to 
diminishing productivity (Swanepoel, Erasmus, Van Wyk & Schenk, 2003).    
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe et al., 
2009). Because the future is often uncertain in terms of change, people in general 
are not motivated to change unless there are compelling reasons to do so.  
Bouckenooghe et al. (2009) explained that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
Organisations are constantly making adjustments (Abbas & Asghar, 2010). 
Sometimes these adjustments are unintentional or spontaneous (Orlikowski, 1996). 
Sometimes changes arise from a plan, that is, an informal idea or formal design for 
changing the organisation (Abbas & Asghar, 2010). The next section will discuss the 
concept of organisation change.  
 
2.1.2  The concept of organisational change 
 
Traditional definitions describe an organisation as a purposeful coordination of 
people and their activities to reach explicit and shared objectives or goals (Robbins, 
1990). As mentioned before, change at its most basic level may be denoted as an 
alteration of the status quo. Thus, organisational change generally involves a 
situation where a different state of being is created with regard to the goal-directed 
coordination of people. The intention of such changes is to move the organisation 
from its current state to a more desirable, improved state.  
 
From the above, it may be inferred that people are central to organisational change. 
According to Robbins (1990), organisational change is viewed as any significant 
alteration of the behaviour patterns of a large number of individuals who constitute 
the organisation. However, others view organisational change as involving more than 
employee behaviour. For example, Gibson, Ivancevich and Donnelly (2000) defined 
organisational change as a planned effort by the organisation’s management to 
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improve the performance of employees, groups and the organisation’s structure and 
processes.  Greenberg and Baron (1993) emphasised that organisational change 
affects the organisation’s structure, technology, and/or people.  Robbins (1990) 
included both of these perspectives by stating that organisational change involves 
four levels, namely people, structure, technology and processes. Waldersee and 
Griffiths (2004) emphasised that the classification of change has long been 
recognised as behavioural-social or technical-structural.  Stiles (1999) accentuated 
an additional dimension of organisational change, namely changes in organisational 
strategy. By integrating the viewpoints presented for the current study, it may be 
inferred that organisational change involves the significant alternation of any number 
of levels in the organisation, including behaviour, structures, technology, processes 
and strategy.  
 
Dawson (2003) suggested that at its simplest, organisational change can be defined 
as new ways of organising and working. However there is much more detail 
regarding organisational change than what this simple definition might suggest. 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams, Crafford & Fourie, 2003). According to McHugh (1997) management in 
organisations stand accused of implementing change, which they believe will benefit 
the organisation, without considering the effects that it may have on employees.  
 
Mack, Nelson and Quick (1998) emphasised the importance of considering 
individuals during organisational change. They argued that although the changes are 
generally essential and may be overdue, the potential cost to the individual and the 
company in terms of medical expenses, lost productivity, lowered motivation and 
morale cannot be ignored (Mack et al., 1998).  Furthermore, the costs can be directly 
attributed to the adverse conditions and stress encountered by individuals during 
organisational change (Williams et al., 2003). 
 
2.1.2.1 Forces of change 
 
There are two major forces of change, namely; external forces and internal forces 
(Donnelly, Gibson & Ivancevich, 1984). External forces include market conditions, 
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organisational environment, government policy and programmes as well as 
technology. The external forces are located outside the organisation (Bassey, 
Solomon & Omono, 2014). They are embedded in the organisational environment. 
Market conditions, for example demand, are influenced by the liquidity level of the 
economy. Religious, social and technological environments are also sources of 
change outside organisations (Bassey et al., 2014). 
 
Bassey et al. (2014) stated that internal forces of change include factors that are 
located within the organisation such as employees’ demand, organisational 
processes and interpersonal relations. Should any of these processes malfunction it 
may prompt change. A breakdown of communication between employees and 
management may cause conflict which may result in certain changes (Bassey et al., 
2014). For example, change in management within a department could possibly 
impact the communication within the department due to the difference in leadership 
style of the new manager. This could result in the new manager enforcing change, 
such as the reporting structures of the department to improve communication to suit 
their leadership style.  
 
2.1.2.2 Different types of change 
 
There are different types of change that may take place in the organisation, just as 
there are different forces of change. According to Chen, Suen, Lin and Shief (2013), 
managers are continually facing choices about how best to respond to the forces of 
change. Types of change fall into two broad categories: evolutionary and 
revolutionary changes (Chen et al., 2013). 
 
2.1.2.2.1 Evolutionary change 
 
According to George and Jones (2007) evolutionary change is steady, irregular, and 
narrowly-focused. Its main purpose is to make continuous improvement in order to 
adjust to the ongoing changes (Chen et al., 2013). The most widely known types of 
evolutionary change are socio-technical systems theory, total quality management, 
and management by objectives (George & Jones, 2002).  
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Deming (1989, in Chen et al., 2013) explained that socio-technical systems theory 
emphasises the importance of the social and technological aspects within the 
organisation during the process of change. Total quality management is an ongoing 
and constant effort by all in an organisation to improve the quality of the 
organisation’s goods and services (Deming, 1989, in Chen et al., 2013). According to 
Cummings and Worley (2001) management by objectives specifies the importance 
of regular meetings between management and its employees. The purpose is to 
assess future work goals, evaluate current performance and discuss challenges and 
obstacles in an effort to motivate work effectiveness.  
 
2.1.2.2.2 Revolutionary change 
 
George and Jones (2002) explained that revolutionary change is rapid, dramatic, and 
broadly focused. Furthermore, there are also three important types of revolutionary 
change: reengineering, restructuring, and innovation. 
 
Reengineering involves the important rethinking and fundamental redesign of 
business processes to achieve improvement in performance such as cost, quality, 
service, and speed (Hammer & Champy, 1993, in Chen et al., 2013). When an 
organisation experiences a decline in performance, managers may try to turn things 
around by restructuring. Innovation refers to the successful utilisation of skills and 
resources to generate new technologies or new goods and services. (Chen et al., 
2013). 
 
2.1.3  Organisational change theories 
 
There are various theories that exist on organisational change such as: Systems 
theory, Organisational Development theory, Complexity theory, and Social Worlds 
theory (Rhydderch, Elwyn, Marshall & Grol, 2004).  “These theories map onto a 
widely accepted typology of organisational change which suggests four basic types 
of theory which emphasise goals, people, evolution and conflict as triggers and 
mechanisms for change” (Rhydderch et al., 2004, p.213).  Rhydderch et al. (2004) 
explained that the following six dimensions reveal differences and similarities 
between the organisational change theories: metaphor of organisation; analytical 
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framework; trigger for change; the change process; the role of leadership; and 
resistance to change. The researcher will discuss the various change theories that 
are relevant to the current study and compare the theories based on the latter 
dimensions mentioned by Rhydderch et al. (2004). 
 
2.1.3.1  Systems theory 
 
Systems theory is a concept that originated from biology, economics, and 
engineering, which explores principles and laws that can be generalised across 
various systems (Amagoh, 2008). According to Amagoh (2008), a system is a set of 
two or more elements where the behaviour of each element has an effect on the 
behaviour of the whole. A system comprises of subsystems whose inter-relationships 
and interdependence move toward equilibrium within the larger system (Martinelli, 
2001). 
 
Rhydderch et al. (2004, p.214) explained that “systems theory emphasises the 
interrelatedness of parts of an organisation and by improving one part requires that 
consideration be given to the relationships with other parts of the system.” It is 
considered equally important to measure organisational aspects such as 
infrastructure, tasks, technologies and resources, both human and financial. 
Organisation change, according to Rhydderch et al. (2004), can be introduced by 
modifying these variables individually or in combination.  
 
In systems theory the change process involves setting standards, measuring 
achievement of standards, and feedback. The systems theory describes that 
leadership involves setting goals and the establishment of measurement and 
feedback circles (Amogoh, 2008). Furthermore, this theory explains that resistance is 
a consequence of a lack of clear goal setting. Resistance to change will be 
discussed in detail further on in the literature review.  
 
2.1.3.2  Complexity theory 
 
Complexity theory is defined as the measure of heterogeneity or diversity within 
internal and environmental factors such as departments, customers, suppliers, socio-
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politics and technology (Mason, 2007). Complexity theory focuses on how sections 
at a micro-level in a complex system affect developing behaviour (Amagoh, 2008). 
As the complexity of a system increases, the ability to understand and use 
information to plan and predict outcomes becomes more challenging. As the system 
becomes more complex, making sense of it becomes more difficult and adaptation to 
the changing environment becomes problematic (Mason, 2007). Over time, the 
increasing complexity leads to more change within the system (Amagoh, 2008).  
 
Rhydderch et al. (2004) further explained that complexity theory is the study of 
systems that are characterised by non-linear dynamics. According to Crabtree, Miller 
and Stange (2001), organisations are complex adaptive systems that consist of local 
mediators whose interactions lead to continually developing behaviour. The belief is 
that efforts to change practice should be preceded by efforts to understand it 
(Crabtree et al., 2001). The focus is on informally reviewing processes and 
structures in a way that encourages a team to have a sense of what works well and 
what requires improvement (Rhydderch et al., 2004).  
 
In complexity theory the change process and the outcome is less certain. Individuals 
will better understand emerging change if leaders acknowledge the cognitive 
processes associated with change. This theory explains that resistance is seen as 
one stage in the sense-making process, prompting reflective questions about why 
change is happening (Rhydderch et al., 2004). 
 
2.1.3.3  Organisational development theory 
 
Organisational development is described as an isolated episode of planned change 
in organisations through the application of behavioural disciplines and it therefore 
emphasises human processes in an organisation (Dunnette & Hough, 1992).  
Further to this, organisational development is described as theory and practice of 
planned, systematic change in the attitudes, beliefs, and values of the employees 
(Business directory, 2015). 
 
Organisational development implies that successful organisational change depends 
on agreement between individual and organisational goals (Rhydderch et al., 2004).  
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Organisational development theory typically uses Lewin’s (1951, in Rhydderch et al., 
2004) three-step change model, which involves (1) breaking down old tasks, 
behaviours and attitudes (unfreezing), (2) a transition time towards new ways of 
doing things (moving), and (3) the establishment of new routines (refreezing). In 
organisational development theory, the role of the leader is to encourage 
participation by individuals and teams (Rhydderch et al., 2004).   
 
Organisational development theory explains that leader activity is concerned with 
ensuring overlap between individual and organisational goals. Furthermore, this 
theory explains that resistance is due to a lack of overlap between organisational 
and individual goals (Rhydderch et al., 2004). Lewin’s three-step change model will 
be discussed later in this chapter.  
 
2.1.3.4  Social worlds theory 
 
According to Tovey and Adams (2001), Social World’s theory proposes that change 
surfaces as a function of negotiation and renegotiation between two or more social 
worlds. Social worlds are clusters of organisations that share common activities or 
concerns (Manca, 2010). Social Worlds theory suggests that conflict is the trigger for 
change or a difference of opinion between two distinct social worlds.  
 
Social World’s theory further suggests that leadership is strategic in orientation and 
is about striking a balance between different perspectives (Rhydderch et al., 2004). 
This theory explains that resistance is viewed as a natural part of a conflict process. 
Table 2.1 illustrates the similarities and differences between the theories mentioned 
above: 
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Table 2.1: Similarities and differences between organisational change theories 
(Rhydderch et al., 2004). 
 
Systems 
(goal-orientated) 
Complexity 
(evolution-orientated) 
Organisational 
Development 
(people-orientated) 
Social World 
(conflict-
orientated) 
Main Focus 
/ Concept of 
Theory 
Relationship 
between parts in 
an organisation. 
Change is 
almost 
structured.  
Change emerges 
between system and 
environment and 
between local level 
agents and system. 
Different approaches 
are tried.  
Planned Change. 
There is an 
agreement between 
the individual and 
the organisational 
goals.  
Change emerges 
through conflict.  
Metaphor 
for 
organisation 
Change is 
planned as an 
intentional 
event. 
Change is constant 
and not easily 
predicted. 
Change is planned 
as an intentional 
event. 
Change is 
constant and not 
easily predicted. 
Analytical 
Framework 
Change is seen 
as a single unit 
and has a 
micro-level 
focus. 
Interaction between 
the practice and its 
environment – there 
is a focus on inter-
organisational 
behaviours. 
Change is seen as 
a single unit and 
has a micro-level 
focus. 
Interaction 
between the 
practice and its 
environment – 
there is a focus on 
inter-
organisational 
behaviours. 
Trigger for 
Change 
Specific, clear 
and measurable 
goals. 
Change is seen as 
an evolution rather 
than driven through 
standards. 
Creates change to 
which people are 
committed. There 
needs to be an 
overlap between 
individual and 
organisational 
goals 
Conflict is the 
trigger.  
Change 
Process 
Set standards, 
measurable 
achievement of 
objectives and 
feedback.  
Change process and 
outcome is less 
certain. Different 
approaches are tried 
and the best one is 
used.  
Lewin’s 3 step 
model is used.  
Process is less 
certain. Status quo 
is challenged. 
Opposing views 
are represented.  
Leadership Clear goal 
setting and 
establishment of 
measurable 
feedback. 
Reviewing practice 
performance is 
important. Leaders 
need to be 
concerned with 
helping individuals 
interpret the 
emerging change.  
Encourage 
participation by 
individuals and 
teams. 
Balancing 
opposing 
perspectives.  
Resistance 
to Change  
Lack of clear 
goal setting. 
The change is not 
understood. 
Lack of overlap 
between individual 
and organisational 
goals.  
Resistance is a 
natural part of the 
conflict process.  
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As mentioned earlier these theories map onto a widely accepted typology of 
organisational change which suggests four basic types of theory, namely 
emphasising goals, people, evolution, and conflict as triggers and mechanisms for 
change (Rhydderch et al., 2004, p.213).  Furthermore, these theories were 
discussed to broaden the reader’s understanding of the organisational change 
concept.  
 
From the above discussion the researcher anticipates that the systems-, complexity- 
and organisational development theories are applicable to the mid-tier accounting 
firm under scrutiny. The integration processes within the mid-tier accounting firm 
have had specific, clear and measurable goals (i.e. the change process surrounding 
the client information system had specific, clear and measurable goals). The change 
is an evolution, different approaches have been tried (i.e. the client information 
system did not work in all the offices which resulted in some offices going back to 
using the old client information system). Further to this, an overlap between 
individual and organisational goals has been a priority during the integration process 
(Hoosain, K., Personal Communication, February 8, 2013). The next section will 
focus on the concept of change management and will introduce certain change 
models for change implementation.  
 
2.1.4  The concept of change management 
 
In the current climate of economic pressure and evolving political priorities, 
organisational changes within organisations are becoming an increasing priority 
(Barnard & Stoll, 2010). However, change is a complex process that may have 
negative as well as positive outcomes.  
 
According to Burnes (2004) change is becoming and ever-resent feature of 
organisational life due to rapid technological development, growing workforce 
knowledge and shifting of accepted work practices. However, whilst many 
organisations appreciate the need for change, as many as 70 percent of change 
programs do not achieve their intended outcomes (Balogun, Hope & Hailey, 2004). 
In response to the increasing importance of organisational change, there is a 
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growing body of literature looking at the concept and processes of change 
management and factors that contribute to its success. 
 
The first and foremost obvious definition of change management refers to the 
making of changes in a planned and systematic fashion (Nickols, 2002). Change 
management is the art or science of making changes to a certain method or system 
in an orderly, systematic fashion, to make sense out of the organisational chaos that 
is permeating an organisation, its employees, its suppliers and vendors and most 
importantly its customers (Creasey, 2007). 
 
2.1.5  Models of change 
 
Change models provide organisations with procedural guidance by demonstrating 
steps that flow from one to another. Further in this chapter, when comparing the 
change models, it becomes evident that the steps are not perfectly linear. There will 
always be some overlap between the steps within the change models. Models of 
change attempt to help leaders and managers understand change and guide their 
organisations through the process (Gilley, Gilley & McMillan, 2009). The literature 
reveals numerous models designed to clarify phases of change, individual 
acceptance rates and steps for implementation (Gilley et al., 2009). The researcher 
discussed the following models of change in the current research study: Lewin’s 
model, Galpin’s nine wedges, Kotter’s eight-step model, Judson’s five-step model, 
Kanter’s ten commandments for executing change, the change readiness model, 
and Luecke’s seven-step model.  
 
The researcher will also do a comparison between the models discussed and identify 
the most common change steps amongst them. These models will increase the 
understanding of the different change management processes and provide depth to 
the concept of change management. 
  
2.1.5.1  Kotter’s Eight Step Model 
 
According to Khan (2011), a typical business process undergoes continuous 
changes. Change has become a necessity so that business processes can be 
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optimised repeatedly. Change management, according to Khan (2011), is a practice 
that is followed by most managers and team leaders in an organisation to enable 
changes in that organisation.  
 
Kotter’s (1996, in Khan, 2011) eight-step change management model is one such 
model which can be used by managers to bring necessary changes to the execution 
of projects (Khan, 2011). The model contains the following steps:  (1) creating 
urgency, (2) formulating coalitions, (3) creating the change vision, (4) communicating 
the change vision, (5) empowering team members, (6) creating short term wins, (7) 
consolidating improvements, and lastly (8) anchoring changes (Kotter, 1996 in Khan, 
2011). The researcher will briefly describe each of these steps.  
 
Creating Urgency. For change to happen successfully, it will be helpful if the whole 
firm really wants it. Therefore, it is important to develop a sense of urgency around 
the need for change. This may help spark the initial motivation to get things moving. 
“Most successful change efforts begin when some individuals or groups start to look 
at a company’s competitive situation, market position, technological trends, and 
financial performance. They then find ways to communicate this information broadly 
and dramatically. Without motivation, people won’t help and the effort goes nowhere” 
(Kotter, 1995, p.60).  Kotter (1996, in Khan, 2011) explained that for change to be 
successful, 75 percent of an organisation’s management needs to "buy into" the 
forthcoming change. In other words, management has to really work hard on the first 
step of Kotter’s model and spend significant time and energy building urgency, 
before progressing to the next steps (Khan, 2011).  
 
Forming Coalitions. Team work is a necessary aspect of management (Khan, 2011). 
The next step of Kotter’s (1996, in Khan, 2011) model explained that forming a 
coalition in the organisation is critical as it helps in successful execution of projects 
or imminent change (Khan, 2011).  
 
Creating the Change Vision. Khan (2011) explained that the project managers or top 
management should identify necessary reasons for bringing in change while 
executing a project. Enforcing change without a vision is not considered to be good 
practice. According to Kotter, productivity will be increased if a manager creates and 
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explains a change vision to team members and also acts on it (Khan, 2011). A clear 
vision can help everyone understand why they are asked to do something. When 
people see for themselves what the firm is trying to achieve, then the directives they 
are given tend to make more sense (Khan, 2011). 
 
Communicating the Change Vision. Multiple obstacles arise when a project manager 
tries to bring change while executing an existing project (Khan, 2011). One such 
obstacle is from the team members. According to Kotter (1996, in Khan, 2011), 
obstacles arising from the team members can be avoided by communicating the 
reasons behind the change (Khan, 2011). The change vision can be shared by 
eliminating the jargon associated with it and explaining the change vision in the 
simplest of ways, organising regular meetings by conducting multiple forums and 
sharing the change vision among the team members, and lastly demonstrating the 
change vision through a manager’s actions, so that the team members can be 
inspired by his actions. 
 
Empower team members. To implement change in an organisation, it is essential to 
motivate the team members to accept the change because it is a natural tendency to 
avoid change. It is very important to remove the obstacles which disempower team 
members from accepting change (Khan, 2011). 
 
Creating Short Term Wins. Nothing motivates an employee more than successful 
execution of a task or a project. While bringing change in an organisation, it 
becomes important to create short-term wins for the team. Khan (2011) explained 
that creating short-term wins motivates the team members on a continuous basis as 
they will be able to verify the results at multiple intervals while executing a project 
(Khan, 2011).  
 
Consolidate Improvements. According to Bourda (2012) organisations need to use 
increased credibility to change systems, structures, and policies that are not aligned 
to the vision. It is argued that many change projects fail because victory is declared 
too early (Kotter, 1995). Khan (2011) explained that if the various stages of the 
change process are monitored, management will be able to combine the 
improvements arising from each stage. Furthermore, it is essential to hire, promote, 
24 
 
and develop employees who can implement the organisation’s vision (Bourda, 
2012).  
 
Anchoring Changes. After identification of successful changes, it is essential to root 
them (Khan, 2011). “Until new behaviours are rooted in social norms and shared 
values, they are subject to dilapidation as soon as the pressure for change is 
removed” (Kotter, 1995, p.67). It is also important that the leaders continue to 
support the change (Khan, 2011). This step is similar to Lewin’s refreezing stage, 
which will be introduced in the next section, in which new behaviours and ways are 
anchored into daily routines (Gilley et al., 2009).  
 
2.1.5.2  Lewin’s change model 
 
According to Mind Tools (2012), to begin any successful change process there 
should be an understanding why the change must take place. Lewin (1947, in 
Kritosonis, 2005) explained that motivation for change must be generated before 
change can occur. Lewin’s change model consists of three stages, namely 
unfreezing, change or movement, and refreezing (Kritosonis, 2005).  
 
Unfreeze. The first stage involves finding a method of making it possible for 
individuals to let go of an old pattern that was counterproductive in some way. This is 
the stage where the desire to change occurs, or at least the recognition that change 
is needed (Kaminski, 2011). Unfreezing entails assessment of the current state and 
readying individuals and organisations for change (Gilley et al., 2009). According to 
Mind Tools (2012) this stage involves preparing the organisation to accept that 
change is necessary, which involves breaking down the existing status quo before 
developing a new way of operating. 
 
“Some activities that can assist in the unfreezing step include: motivating participants 
by preparing them for change, building trust and recognition for the need to change, 
and actively participating in recognising potential problems and brainstorming 
solutions within a group” (Kritosonis, 2005, p.2). 
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Change or Movement. After the ambiguity and insecurity created in the unfreezing 
stage, the change or movement stage is where people begin to resolve their 
uncertainty and look for new ways of doing things. People start to believe and act in 
ways that support the new direction (Mind Tools, 2012). Kritosonis (2005) explained 
that during this step it is essential to move the target system to a new level of 
steadiness. Movement occurs when employees engage in the change process 
(Gilley et al., 2009).   
 
According to Mind Tools (2005) there are three actions that can assist in the 
movement stage include: (1) persuading employees to agree that the status quo is 
not beneficial to them and encouraging them to view the situation from a fresh 
perspective, (2) work together on a quest for new, relevant information, and (3) 
connect the views of the group to well-respected, powerful leaders that also support 
the change. The transition from unfreezing to changing does not happen 
instantaneously. People take time to embrace the new direction and participate 
proactively in the change (Mind Tools, 2005). In order to accept the change and 
contribute to making it successful, people need to understand how the changes will 
benefit them. Not everyone will fall in line just because it is deemed to be necessary 
and that it will benefit the company. This is a common assumption and pitfall that 
should be avoided (Kritosonis, 2005).   
 
Refreezing. The third step of Lewin’s (1947, in Kritonsonis, 2005) three-step change 
model, is refreezing. This step needs to take place after the change has been 
implemented in order for it to be sustained over time. Refreezing anchors new ways 
and behaviours into the daily routine and culture of the organisation (Gilley et al., 
2009). It is highly likely that the change will be transitory and that the employees will 
revert to their old behaviours if this step is not taken. Kritosonis (2005) explained that 
the purpose of refreezing is to stabilise the new equilibrium resulting from the change 
by balancing both the driving and restraining forces. According to Kaminski (2011) 
the changes that are implemented are “frozen” in place to guarantee that they 
become part of the normal working procedures. This is done by establishing 
supportive mechanisms such as policies, rewards, ongoing support, and a solid 
orientation to the new system for incoming personnel (Kaminski, 2011). 
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“This change model of Lewin (1947) illustrated the effects of forces that either 
promote or inhibit change. Specifically, driving forces promote change while 
restraining forces oppose change. Hence, change will occur when the combined 
strength of one force is greater than the combined strength of the opposing set of 
forces” (Robbins, 2003, p.564-565). 
 
2.1.5.3  Judson’s Five-step Change Model 
 
The Judson (1991) model of implementing a change consists of five phases, namely: 
analysing and planning the change; communicating the change; gaining acceptance 
of new behaviours; changing from the status quo to a desired state; and 
consolidating and institutionalising the new state. Within each phase, Judson (1991) 
discussed predictable reactions to change and methods for minimising resistance to 
change agent efforts.  
 
Among the different methods, Judson (1991) explained that resistance can be 
overcome by using alternative media, reward programs, bargaining and persuasion. 
It is important to note that Judson’s (1991) model is presented from the perspective 
of the change “agent” or instigator, and does not examine change from the 
perspective of employees on the receiving end of change. 
 
2.1.5.4  Ten Commandments for Executing Change 
 
Kanter, Stein and Jick (1992) explained that Lewin’s model of change is too simple 
as it is based on the view that organisations are essentially stable and static. They 
disagree with the idea that change results only from concentrated effort, and that it 
occurs in one direction at one time. Kantel et al. (1992) explained that change is 
multi-directional and universal; therefore change happens in all directions at once 
and is a continuous process. Under the circumstances, they offer the following ten 
commandments for executing change: (1) analyse the organisation and its need for 
change; (2) create a shared vision and a common direction; (3) separate from the 
past; (4) create a sense of urgency; (5) support a strong leader role; (6) line up 
political sponsorship; (7) craft an implementation plan; (8) develop enabling 
structures; (9) communicate, involve people and be honest; (10) reinforce and 
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institutionalise change. The ten commandments will be discussed in the section 
below.  
 
Analyse the organisation and its need for change. The first commandment refers to 
understanding how the organisation works in order to determine the need for 
change. This can be done by examining the environment the organisation operates 
in and analysing the organisations strengths and weaknesses. (Viktorsson, 2014; 
Kanter et al., 1992).  
 
Create a shared vision and a common direction. According to Viktorsson (2014) this 
commandment proposes that creating a central change vision will reflect the core 
values of the organisation in relation to the change. When engineering change, 
management should create a shared vision as this is an attempt to articulate what is 
desired for the organisation’s future (Kanter et al., 1992). Further to this, the vision 
will guide the decisions to be made during the change processes to achieve 
successful change implementation (Viktorsson, 2014). 
 
Separate from the past and create a sense of urgency. The third and fourth 
commandments are tightly connected to the second commandment and refers to 
discontinuing the status quo and engaging in a new way of doing things by accepting 
the new vision. Further to this it is essential to gain support from the employees by 
creating a sense of urgency, especially if the situation does not naturally create a 
sense of urgency (Viktorsson, 2014). Kanter el al. (1992) concurred that disengaging 
from the past is crucial as it is difficult for an organisation to embrace a new vision 
until it has isolated the structures and routines that no longer work. Further to this, a 
sense of urgency is critical to rallying an organisation behind change (Kanter et al., 
1992).  
 
Support a strong leader role. The fifth commandment relates to the effective 
leadership of the change as well as supporting a change agent to guide and drive 
the process by creating a vision, developing the structures necessary for change 
(Viktorsson, 2014).  
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Line up political sponsorship. Support needs to be gained from all parts of the 
organisation, including managers and top management, for successful 
implementation to take place (Viktorsson, 2014).  A leader should guide, drive and 
inspire change (Kanter et al., 1992). 
 
Craft an implementation plan. The seventh commandment suggests constructing a 
detailed implementation plan that should describe how the implementation will be 
conducted, as well as when it will be done, and the milestones in between 
(Viktorsson, 2014). Kanter et al. (1992) explained that the change implementation 
plan is a practical road map for the change efforts.   
 
Develop enabling structures. The eighth commandment is about the structures that 
will enable change, which means that new structures shall be created if considered 
necessary. Examples of these structures are: workshops, training programs and 
reward systems (Viktorsson, 2014). 
 
Communicate, involve people and be honest. The ninth commandment explains that 
change agents should communicate openly and seek the involvement and trust of 
people (Kanter et al., 1992). The aim of this step is to have an open and honest 
communication with all personnel affected by the change in order to gain 
commitment and minimise resistance to change (Viktorsson, 2014). 
 
Reinforce and institutional change. According to Viktorsson (2014), the last 
commandment relates to rewarding and reinforcing commitment to the change 
processes in order to incorporate the change in the daily operations of the 
organisation. Kanter et al. (1992) concurred that managers and leaders should prove 
their commitment to the transformation process and help to incorporate new 
behaviour into the daily operations. 
 
2.1.5.5  Galpin’s nine wedges change model 
 
Galpin (1996) proposed a model with nine wedges that form a wheel. The wheel 
comprises of the nine wedges, namely; establishing the need to change, developing 
and broadcasting a vision of a planned change, diagnosing and analysing the current 
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situation, generating recommendations, detailing the recommendations, pilot testing 
the recommendations, preparing the recommendations for rollout, rolling out the 
recommendations and lastly, measuring, reinforcing, and refining the change.  
 
As a foundation for each wedge of the model, Galpin (1996) stressed the importance 
of understanding an organisation’s culture that is reflected in its rules and policies, 
customs and norms, ceremonies and events, and rewards and recognition. 
Moreover, in Galpin’s (1996) view, a successful organisational change effort must 
target two levels – the strategic level and the grassroots level (Zimmer, 2015). The 
strategic level refers to the initial efforts involving executives, senior managers or a 
small unit of employees; whereas the grassroots level refers to the efforts that drive 
change deep into an organisation by stressing implementation at the local level 
(Zimmer, 2015). 
 
 2.1.5.6  Armenakis, Harris and Field’s (1999) change readiness model 
 
Armenakis et al. (1999) established a model that incorporates elements of both 
Lewin’s (1947) work and Bandura’s (1986) social learning theory. The model 
contains seven steps with the purpose of facilitating the adoption and 
institutionalisation of desired change (Armenakis & Bedeian, 1999). This model 
focusses on creating readiness to change so that resistance is minimised 
(Armenakis & Bedeian, 1999). The first aspect of this model includes persuasive 
communication. This can be done through speeches held by change agents and 
articles in employee newsletters (Armenakis et al., 1999). The second aspect 
involves active participation by those affected. Examples of active participation would 
include vicarious learning and participative decision making (Armenakis et al., 1999).   
 
The third aspect ensures that the firm’s human resource management practices 
address change readiness in order to prevent resistance (Armenakis et al., 1999). 
An example would include ensuring that recruitment and selection professionals 
conduct competency based interviews, whereby candidates who are open to 
changes and adaptable are appointed.  A further example would be to ensure that 
training and development is focused on training staff to stay abreast with changes in 
their working environment (Armenakis & Bedeian, 1999). Another aspect of this 
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model is to have symbolic activities within the firm undergoing change (Armenakis et 
al., 1999). For example, an organisation needs to have ceremonies when change 
implementation has been successful. A further aspect of this model is diffusion 
practices such as best practice programs and transition teams, which are essential in 
avoiding change resistance (Armenakis et al., 1999).   
 
According to Armenakis et al. (1999) another facet of this model is to facilitate the 
adoption and institutionalisation of desired change by managing internal and external 
information. This will ensure that the correct communications about change 
processes are received. Lastly, it is essential to implement formal activities that 
demonstrate support for change initiatives, such as new organisational structures 
and revised job descriptions (Armenakis et al., 1999).   
 
2.1.5.7  Luecke’s seven steps 
 
Luecke (2003) developed a seven-step change model based on the research of Beer 
(1990), Schaffer and Thomas (1992). Luecke`s (2003) seven steps commenced by 
recommending mobilising energy and commitment through joint identification of 
business problems and the solutions. Next is developing a shared vision on how to 
organise and manage for competiveness (Parker, Charlton, Ribeiro & Pathak, 2013).  
Parker et al. (2013) mentioned that after the latter step leadership should be 
identified to guide teams towards results. 
 
Furthermore, this model advocates starting change at the periphery and not letting it 
spread throughout the organisation without it being directed from the top. Once 
results are attained, changes should be formalised into policies, systems and 
structures (Parker et al., 2013). Whilst the process of change is being implemented, 
Luecke (2003) highlighted the significance of monitoring and adapting strategies to 
address any issues encountered in the change process. Luecke (2003) believed that 
organisations can implement change better if they approach it with the right attitude, 
from the right angle and with a solid set of action steps. Table 2.2 will illustrate the 
comparison between the models discussed.  
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Table 2.2:  Comparison between change models 
Kotter’s 
Eight Step 
Model 
Lewin’s 
Change 
Model 
Judson’s 
(1991)  Five-
step Change 
Model 
Ten 
Commandment
s for Executing 
Change (Kanter 
et al. (1992) 
Galpin’s (1996) 
Nine Wedges 
Change Model 
Armenakis et 
al. (1999) 
Change 
Readiness 
Model 
Luecke’s 
(2003) Seven 
Steps 
 1. Unfreeze. 
1. Analysing and 
planning the 
change. 
1. Analyse the 
organisation and 
need for change.  
1. Establish the 
need to change.  
3. Analyse the 
current situation. 
 
1. Mobilise 
energy and 
commitment 
through joint 
identification of 
business 
problems and 
solutions.  
1. Creating 
urgency.   
4. Create a sense 
of urgency.    
2. Formulating 
coalitions.   
5. Support a strong 
leader role.   
2. Achieve 
participation by 
those affected.  
3. Identify 
leadership.  
3. Creating 
the change 
vision. 
  
2. Create shared 
vision and 
common direction.  
3. Separate from 
the past. 
2. Develop and 
disseminate a 
vision of planned 
change.  
4. Generate 
recommendation.  
5. Detail 
recommendation.  
 
2. Develop a 
shared vision of 
how to organise 
and manage for 
competitiveness.  
4. 
Communicate 
the change 
vision 
 
2. 
Communicating 
the change.  
9. Communicate, 
involve people, be 
honest.  
 
1.  Persuasive 
communication.   
5. 
Empowering 
team 
members. 
2. Movement 
3. Gaining 
acceptance of 
new behaviours.  
8. Develop 
enabling structure.   
3. Human 
Recourses 
Management 
practise. 
4. Symbolic action.  
6. Manage internal 
and external 
information. 
7. Formal activities 
that generate 
support for change 
initiative.  
 
6. Creating 
short term 
wins. 
2. Movement  
7. Craft an 
implementation 
plan. 
6. Pilot testing 
recommendations.   
4. Focus on 
short term 
results not 
activities.  
7. Consolidate 
improvement.   
4. Changing 
form status quo 
to desired state.  
 
7. Prepare 
recommendations.  
8. Roll out 
recommendation. 
9. Measure and 
refine change.  
5. Diffusion 
practices.  
5. Start change 
at the periphery, 
then let it spread 
to other units 
without pushing 
it from the top. 
8. Anchoring 
changes.  3. Refreeze 
5. Consolidating 
and 
institutionalising 
new state.  
10. Reinforce and 
institutionalise 
change.  
  
6. Institutionalize 
success through 
formal policies, 
systems and 
structures. 
      
7. Monitor and 
adjust strategies 
in response to 
problems in the 
change process. 
 
Within the literature, one of the most influential perspectives within what is known as 
”planned approaches” to change is that of Lewin (1947), who argued that change 
involves a three stage process which has been discussed within the change model 
section of the literature review. The three-step model was adopted for many years as 
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the dominant framework for understanding the process of organisational change 
(Todnem, 2005). Since its formulation, the theory has been reviewed and modified, 
with stages being divided to create more specific steps.  
 
Notwithstanding the popularity, Lewin’s (1947) original theory has been criticised for 
being based on small scale samples, and more importantly the fact that it is based 
on the assumption that organisations act under constant conditions that can be taken 
into consideration and planned for. As a consequence of such criticisms an 
alternative to planned approaches for organisational change was developed. This is 
known as the “emergent approach” (Todnem, 2005).   
 
Despite not advocating pre-planned steps for change, several proponents of the 
emergent school have suggested a sequence of actions that organisations should 
take to increase the likelihood of change being successful (Kotter, 1996, Kanter et 
al., 1992, Luecke, 2003). Although they vary in terms of number and type, a set of 
suggested actions are shared, including creating a vision, establishing a sense of 
urgency, creating strong leadership and empowering employees. Table 2.3 below 
illustrates the most common steps from the models discussed above and the 
comparison from Table 2.2.  
 
Table 2.3: Common steps for change models (Adapted from Cheung, 2010) 
Common steps from Change Models discussed 
1 Understand the need for change. 
2 Establish a sense of urgency. 
3 Generate buy-in from people through forming coalitions. 
4 Develop the vision for change.  
5 Plan the change. 
6 Communicate the change. 
7 Empower others to embrace the change. 
8 Create short-term wins. 
9 Implement and refine the change. 
10 Combine gains and produce more changes. 
 
The following sections will deliberate the steps illustrated in Table 2.3.  
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Understand the need for change. According to Judson (1991), Kanter et al. (1992) 
and Galpin (1996), the starting point of any effective organisational change is to get 
a clear understanding on the needs for change. By understanding the reasons for 
change, people are more aware of the problems.  As a result, they would be more 
receptive to change (Cheung, 2010). 
 
Establish a sense of urgency. Kanter et al. (1992), Kotter (1996) and Galpin (1996) 
agreed on the importance of establishing a sense of urgency for ensuring successful 
organisational change. This is an essential step as it further enhances awareness 
toward change. People are willing to leave their comfort zones and are motivated to 
change when they know the problem is an urgent one. Although this step is 
seemingly simple, Kotter (1995) stated that more than half of the organisations 
studied failed to demonstrate the urgency necessary of this step. 
 
Generate buy-in from people through forming coalitions. According to Kanter et al. 
(1992), Kotter (1995), Armenakis et al. (1999), and Luecke (2003), assembling a 
group with adequate power to lead the change efforts is critical for the success of 
organisational change (i.e. there is strength in numbers). A successful guiding 
coalition can consist of senior managers, board members, representatives from 
different affected business units, key customers, and even powerful union leaders 
(Cheung, 2010). In a guiding coalition, people share their concerns and support each 
other in making changes. Instead of participating in an opposition group against the 
change, joining a guiding coalition provides an alternative for people who want to 
produce change (Cheung, 2010).  A guiding coalition should be in charge of creating 
a vision and common goals (Cheung, 2010). 
 
Develop a vision for change. Kanter et al. (1992), Kotter (1996), Galpin (1996), and 
Luecke (2003) believed that this step is important in every successful change effort 
because it develops a picture of the future that is relatively easy to communicate and 
appeals to customers, stakeholders, and employees. In other words, this step helps 
people visualise the change, thus bringing positive outcomes to them. As a result, 
they are more energised and committed to the change.  
 
34 
 
Plan the change. According to Judson (1991), Kanter (1992) and Galpin (1996), this 
step takes people from the decision to initiate the change to the specific steps they 
take to produce change. Cheung (2010) mentioned that the working tasks of this 
step can include the following: devising appropriate strategies to introduce change; 
identifying the significant steps in the change process; discussing the full details of 
what is involved for implementing change; devising a sensible time scale and cost 
analysis for implementing change; producing action plans for monitoring the change; 
anticipating the problems of implementation and lastly; understanding why change is 
resisted. 
 
Communicate the change. Judson (1991), Kanter et al. (1992), Kotter (1996) and 
Armenakis et al. (1999) indicated that a guiding coalition should use every possible 
vehicle available such as a routine discussion about business problems, regular 
performance appraisals, and a division’s quarterly performance meetings to 
communicate the change. With more people willing to drive and support the change, 
the chance of successful organisational change increases (Cheung, 2010). 
 
Empower others to embrace and to act on the change. Judson (1991), Kanter et al. 
(1992), Kotter (1996), Armenakis et al. (1999) and Luecke (2003) agreed that 
empowering others to act on the change is essential for successful change 
implementation.  Empowering others by implementing rewards systems or facilitating 
training/workshops could possibly generate buy-in to embrace change. This is 
because no change can take place without people acting on it (Cheung, 2010). 
According to Kotter (1996), to thoroughly empower others to act on the change, the 
guiding coalition needs to confront and remove major obstacles. 
 
Create short-term wins. Kotter (1996), Armenakis et al. (1999), and Luecke (2003) 
believed that creating short-term wins is important because it helps renew the 
momentum of making change. Celebrating short-term wins is compelling evidence 
that the change drives expected outcomes. As a result, people are more willing to 
stay with the change and keep putting in an effort to drive its success (Cheung, 
2010). 
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Implement, reinforce and refine the change. Judson (1991), Kanter et al. (1992), 
Kotter (1996), Galpin (1996), and Luecke (2003) stated that this step helps achieve 
desired change by creating an environment that eliminates the negative factors 
toward change, while enhancing the positive factors toward it. The process involves 
figuring out what worked and what did not work (Cheung, 2010). The change 
elements that did not work need to be refined and implemented again (Cheung, 
2010). 
 
Combine gains and produce more changes. To lay a solid foundation to produce 
more changes in the future, Kotter (1996), Armenakis et al. (1999) and Luecke 
(2003) believed that organisation members should consolidate the gains in this step. 
The consolidation process involves showing organisation members how the new 
approaches, behaviours and attitudes have helped improve performance and original 
status quo.  As a result, organisation members would feel that it was rewarding when 
the change was supported (Cheung, 2010). Furthermore, the successful experience 
would help build confidence and willingness to lead or participate in any change 
projects in the future.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness to change exists, 
the organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. According to 
Armenakis, Harris and Mossholder (1993), if organisational members are not ready 
for the change they may initiate negative reactions such as sabotage, absenteeism, 
and output restrictions. These negative behaviours are a form of resistance to 
change and will be discussed later within the literature review.  The next section of 
the literature study will focus on the concept of readiness to change.  
 
2.2  READINESS TO CHANGE 
 
One of the basic reasons for the failure of change interventions is related to negative 
employee attitudes toward change (Clegg & Walsh, 2004). As a result, according to 
Zayim (2010), one of the major concerns of many studies in the change literature is 
to investigate positive employee attitudes, the variables that positively and/or 
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negatively relate to these attitudes and their impact on the success of organisational 
change efforts (Zayim, 2010). Readiness to change emerged as one of the core 
attitudes affecting success, and also failure of change interventions.  
 
2.2.1  Defining readiness to change 
 
According to Weiner (2009), readiness to change involves employees’ beliefs in their 
potential and efficacy for the change efforts. In that sense, readiness to change can 
be considered as the opposite pole of resistance to change.  
 
However, Self (2007) asserted that readiness and resistance are not two opposite 
constructs. Zayim (2010) emphasised that creating readiness to change contributes 
to creating supportive employee behaviours rather than resisting behaviours. Hence, 
readiness to change is argued to be a critical factor in identifying the major causes of 
employee resistance toward large-scale organisational changes (Eby, Adams, 
Russell & Gaby, 2000). In addition, Bernerth (2004) underlined the essence of 
creating readiness for successful change initiatives by concluding that readiness to 
change creates the positive energy necessary for the success of change efforts; thus 
becomes a first step to reach the desired outcomes at the end of the change 
process. 
 
Readiness to change has been identified with a cognitive forerunner to behaviours of 
either resistance or support for change efforts (Armenakis et al., 2002). Moreover, 
readiness to change has been mainly associated with the individual’s attitude 
towards change as well as their perceptions, feelings and beliefs surrounding the 
organisation’s change readiness (Alas, 2007). According to Rusly, Corner and Sun 
(2012), the literature indicates that readiness to change in organisations occurs at 
two distinctive levels: (1) the individual level and (2) the organisational level.  
 
2.2.1.1 Individual change readiness elements 
 
Individual change readiness elements encompass motivation, competence and 
personality attributes (Rusly et al., 2012). At the individual level, personal beliefs and 
behaviours play a vital role in organisational change, thus requiring an understanding 
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of the cognitive and emotional processes that occur during the change (Rusly et al., 
2012). These individual beliefs and behaviours must also be effectively aligned to, 
and supported by, organisational structure, climate and culture to enable successful 
change implementation (Rusly et al., 2012). For this reason, readiness to change is 
created through nurturing the willingness and ability of individuals in the organisation 
to move into a new state resulting from the change event. This is supported by the 
appropriate conditions in the organisation to enhance readiness to change. 
 
2.2.1.1 Organisational change readiness elements 
 
Organisational elements include institutional resources, culture, climate, financial 
resources and technology utilisation (Rusly et al., 2012). Backer (1997) referred 
readiness to change as an organisational-level construct in the healthcare industry 
and defined it as a mind state that determines the desired behaviours for the 
enhancement or the resistance of the innovations.  
 
Furthermore, readiness to change has been defined as the characteristics related 
with adopting the change interventions and perceiving it as an opportunity for 
development (Campbell, 2006). In addition to all these definitions, one of the most 
comprehensive definitions of readiness to change was made by Armenakis et al. 
(1993) which is valid for all sectors. According to the authors, it is the cognitive state 
that affects employee behaviours toward the change process as either resisting or 
supporting it. The latter definition is broadened by suggesting that readiness to 
change is related to the degree of employees’ beliefs, attitudes, and intentions with 
regard to necessity of change and the organisation’s resource adequacy to 
successfully implement those changes (Armenakis et al., 1993). 
 
2.2.2  Dimensions of readiness to change 
 
Readiness to change is conceived as a multi-faceted concept that comprises an 
emotional dimension, a cognitive dimension, and an intentional dimension of change 
(Bouckenooghe et al., 2009).  Intentional readiness to change refers to the extent to 
which employees are prepared to put their energy into the process (Oreg, 2006). 
Cognitive readiness to change refers to the beliefs and thoughts people hold about 
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change (Oreg, 2006). Emotional readiness to change refers to the affective reactions 
toward change (Oreg, 2006). 
 
A multi-dimensional view captures the complexity of readiness to change and 
provides a better understanding of the relationships between this concept and its 
antecedents (McGuire, 1985). Emotional involvement, cognitive commitment and 
intention to change reflect three different manifestations of an individual’s evaluation 
of the change situation (McGuire, 1985). 
 
This multi-faceted view of readiness to change as a triadic attitude instead of uni-
faceted operationalisation is better at capturing the complexity of the phenomenon 
(Oreg, 2006). It is assumed that intentional, cognitive and emotional reactions 
towards change come into play at different stages in the change process, and do not 
necessarily coincide (Bouckenooghe et al., 2009). 
 
Although this three dimensional framework is useful in handling different aspects of 
change related attitudes of individuals, they are also dependent on each other in a 
way that one’s feelings regarding change are generally associated with the thoughts 
and behavioural intentions about the change (Oreg, 2006). As mentioned earlier, 
according to Bouckenooghe et al. (2009), adopting a multidimensional view on 
readiness to change helps researchers deal with the complexity of the construct 
effectively. As a result, in the current study, this three-dimensional framework of 
readiness to change is adopted and will be investigated under the dimensions of 
intentional, emotional and cognitive readiness. The next section will discuss the 
climate of change that is conducive for employees to accept change.  
 
2.2.3  Climate of change 
 
There is a general consensus among scholars that the organisational climate makes 
or breaks change and plays a key role in shaping employees’ readiness to change 
(Tierney, 1999). Despite this general belief, there are few rigorous studies that have 
examined the effects of change climate on readiness to change (Jones, Jimmieson, 
& Griffiths, 2005). The change climate is defined as the perception of the conditions 
under which change occurs (i.e., context), the way change is implemented (i.e., 
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process), and employees’ attitudes towards change (Bouckenooghe, 2009). The 
change climate determines whether the conditions and sources are present that 
warrant a successful implementation of change (Bouckenooghe, 2009). 
Bouckenooghe (2009) mentioned that for research on change to be practical and 
sound, it must entail an appreciation of the conditions or the context that 
accompanies change and the end results (i.e. readiness for change) together with an 
analysis of the process variables (Bouckenooghe, 2009).  
 
Tierney (1999) explained that climate of change is seen as an employee’s 
perceptions of which organisational change initiatives in an organisation are 
expected, supported, and rewarded. Furthermore, it refers to the employee’s 
perceptions of the internal circumstances under which change occurs 
(Bouckenooghe et al., 2009).  
 
In times of change, interpersonal interaction with peers and superiors is highly 
valued, making the nature of such relationships a salient feature in shaping 
employees’ readiness to change (Bouckenooghe et al., 2009). Employees need 
trust, support and cooperation to function effectively. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a positive 
attitude towards change (Bouckenooghe et al., 2009). Tierney (1999) agreed that the 
psychological climate dimensions of trust, participation and support are preconditions 
of an environment conducive to change.  
 
Schneider et al. (1996) explained that an organisational climate is an important 
component for shaping employee actions including employee attitudes toward 
change. An organisational climate is the degree to which individuals perceive the 
organisation to be psychologically safe (Bouckenooghe et al., 2009). Psychological 
safety is associated with elements of social systems that create more or less non-
threatening, predictable, and consistent social situations in which to engage 
(Bouckenooghe et al., 2009). Bouckenooghe et al. (2009) argued that when 
individuals feel psychologically safe, they are more likely to engage in change as it 
mitigates the uncertainty and anxiety engendered by change.  
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According to Brad and Thomas (2013), the organisational climate affects the 
development and eventual behavioural manifestation of work engagement. The 
organisational climate, particularly the psychological perception an employee has of 
their organisational climate has been identified as one of the most distal work-based 
variables an employee can use to interpret circumstances (Brad & Thomas, 2013). 
Interpretation then influences decisions regarding the intensity and direction of 
energy toward organisational outcomes (Brad & Thomas, 2013).  Work engagement, 
which also relates to the energy one brings to the workplace, will be discussed at a 
later stage within this chapter, as the present study will also focus on the anticipated 
relationship between work engagement and readiness to change.  
 
Factors that comprise an organisational climate of psychological safety are: (1) 
quality of change communication; (2) trust in top management; and (3) history of 
change. They have been highlighted as crucial drivers of employees’ motivation to 
support change (Bouckenooghe et al., 2009). Within the current study the quality of 
communication will be viewed as part of the change process factors and will be 
discussed further in this chapter. The emphasis within the current study will be on 
the climate and process portion of change and will be discussed in the following 
sections.  
 
2.2.3.1  Climate of change elements 
 
This section will briefly describe the climate elements of change as discussed by 
Bouckenooghe et al. (2009). 
 
Trust in top management: Because change involves deviation and a certain amount 
of risk-taking, employees would most likely avoid change behaviours unless they 
operated in a situation in which they felt secure (Tierney, 1999). Therefore, the 
presence of a high level of trust amongst employees represents another necessary 
condition for change attempts and acceptance. In organisations where trust in top 
management exists, and where change projects have been implemented 
successfully in the past, organisational members are more likely to develop positive 
attitudes toward new changes (Bouckenooghe et al., 2009). 
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History of change: Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change. If organisational changes have failed 
in the past, employees will develop negative expectations about new change 
initiatives and subsequently become more resistant toward new change 
(Bouckenooghe et al., 2009). Readiness to change is also influenced by the 
organisational track record of successfully implementing major organisational 
changes (Schneider et al., 1996).  The degree to which employees see their 
organisation successfully implement change is one of the major influencing factors of 
work engagement (Change First, 2013). Employees who are a part of organisational 
change that constantly fails or partially implemented will be demotivated and drains 
their energy, focus and excitement for new changes (Change First, 2013). 
 
Cohesion: Cohesion refers to the extent of cooperation and trust in the competence 
of team members (Bouckenooghe et al., 2009). As such Kotter (1996 in Khan, 2011) 
stressed that successful major changes need a powerful guiding coalition. This 
powerful coalition goes beyond the support of top management. Moreover, line 
managers need to translate the general goals of organisational change efforts into 
specific departmental objectives that their people can identify with (Kanter et al., 
1992). A guiding coalition should use every possible vehicle available such as a 
routine discussion about business problems, regular performance appraisals, and a 
division’s quarterly performance meetings to communicate the change. With more 
people willing to drive and support the change, the chance of successful 
organisational change increases (Cheung, 2010). 
 
Politicking: Politicking describes the perceived level of political games within the 
organisation. A high degree of politicking leads to unnecessary expense, 
considerable delays, and unwillingness to share knowledge.  Although organisational 
politics are universal and have widespread effects on several critical organisational 
processes that influence organisational effectiveness and efficiency (Kacmar & 
Baron, 1999), it is striking how scarce the research is on the role of organisational 
politics in times of change. There are so many parties and stakeholders with a 
multitude of agendas involved in organisational change that political activities like 
coalition-building, favouritism, and backstabbing are commonly used practices to 
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protect or enhance self-interests, often without regard for the welfare of other parties 
involved in the process (Bouckenooghe & Menguç, 2010).  
 
2.2.3.2  Process dimensions of change 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models have already been discussed earlier in the literature 
review.  Process factors of change, specifically within the current study, have a more 
temporary nature and referred to the actual approach of how a specific change 
project is dealt with (Bouckenooghe et al., 2009). 
 
Open and extensive communication, knowledge sharing, and participation are some 
factors which may facilitate successful change practice. The current study will focus 
on the following process dimensions as described by Bouckenooghe et al. (2009); 
participation, support by supervisors, quality of change communication, and the 
attitude of top management.  
 
Participation in the decision making during the change efforts is regarded as one of 
the critical factors which hinders negative employee attitudes and fosters positive 
ones (Armenakis et al.,1993). Participation in decision making is also proposed to be 
positively related with the effective implementation and success of organisational 
change efforts. Van Dam, Shaul and Schyns (2008) also supported the essence of 
active participation during the change process by adding that active participation 
contributes to openness to change and it is negatively correlated with resistance to 
change. 
 
Support by supervisors is perceived as the extent to which employees experience 
support and understanding from their immediate supervisors. More specifically it 
focuses on the ability to lead the employees through the change process 
(Bouckenooghe et al., 2009).  
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Communication is also a critical factor for effective change processes (Mento, 
Raymond & Dirndorfer, 2010).  The ability to openly voice concerns and share ideas 
and information will result in the crucial understanding of, and commitment to 
change. Therefore, openness of communication is another precondition for change 
(Tierney, 1999). Studies conducted on the necessity of effective communication 
during a change process indicated that the aim of adopting honest and effective 
communication during the process is to contribute to the employees’ understanding 
of it, to create commitment and to overcome resistance caused by confusion and 
uncertainty (Mento et al., 2010). 
 
Attitude of top management toward change involves the stance top management is 
taking with regard to change (Bouckenooghe et al., 2009). It is believed that top 
management has the responsibility to create a culture and climate in the organisation 
in which organisational change is effectively implemented and sustained (Schneider, 
et al., 1996). Without the superiors’ commitment and understanding about change, 
organisational change efforts are likely to fail (Schneider et al., 1996). 
 
2.2.4 Creating and managing change readiness: the five key elements 
 
Armenakis et al. (1999) offered five different elements necessary to create 
readiness: (1) the need for change; (2) demonstrating that it is the right change; (3) 
that members have the confidence they can succeed; (4) that key people support the 
change; (5) and what employees will gain from the change.  The five key elements 
are essential to the success of any planned organisational change. The researcher 
of the current study compared the five key elements necessary to create readiness 
with the ten common steps on approaching a change process, obtained from change 
models discussed earlier in this chapter. 
 
The first key element mentioned by Armenakis et al. (1999) is the need for change. 
Specifically, it is the identification of a gap between a desired state and the current 
state (Self, 2007). Self (2007) explained that the change agent must justify the need 
to change. For example, by providing information to the employees on why the 
organisation’s product no longer meets customer expectations, the employees can 
see that the current way of making the product is no longer acceptable (Self, 2007). 
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This element mentioned by Armenakis et al. (1999) concurred with the first step 
extracted from the change models that relates to understanding the need for change 
which mentioned that the starting point of any effective organisational change is to 
gain a clear understanding on the needs for change (Cheung, 2010).   
 
The second key element for creating and managing readiness is establishing if the 
proposed change is the right change to make. Self (2007) explained that the role of 
the change agent in this instance is to demonstrate that the proposed change is the 
right solution for eliminating the gap between the current and ideal state. By 
demonstrating to employees that replacing an old service with a new and improved 
service will lead to an increase in revenues, instead of a continued decline, evidence 
is provided that this change in service is the right thing to do. This step concurs with 
the second step revealed from the change models referring to establishing a sense 
of urgency (Cheung, 2010). This is an essential step as it further enhances people’s 
awareness toward change. Organisation members are willing to step out of their 
comfort zones and are motivated to change when they know the problem is an 
urgent one. 
 
The third key element focuses on bolstering the confidence of organisational 
members, reinforcing that they can successfully make the change. Sometimes 
known as efficacy, this confidence comes from both past experience and the 
persuasive communication of the change agent (Self, 2007).  According to Self 
(2007), these change agents need to first, emphasise that employees have the right 
knowledge, skills, and abilities to implement the change.  Further to this, they need 
to ensure that the organisation has the right organisational structure, policies, 
procedures, technology, and management in place to successfully implement the 
change (Self, 2007). This key element should be implemented during Cheung’s 
(2010) third step that refers to generating buy-in from people through forming 
coalitions, as it elucidated that leaders need to first emphasise that employees have 
the right knowledge, skills, and abilities to implement the change. By forming the 
coalition a change agent would be able to assess the skills and abilities of the 
individuals who want to produce the change.  
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The fourth element, key support, involves the actual organisational support for the 
change. The “who” supporting the change may, in certain circumstances, carry as 
much weight as the “what” of the proposed change. Self (2007) explained that 
employees, when faced with a change, consider the position of both the formal and 
the informal leaders in the organisation. If the change agent can enlist those formal 
and informal leaders in support of the change, other employees may also begin to 
adopt the process.  
 
The final element examines what employees will gain from the change. The 
employees do not only seek to understand the nature of what the outcomes from 
implementation of the change might be, but they also seek to understand if these 
outcomes will be positive or negative, and what the significance of those outcomes 
are in terms of what each employee values (Self, 2007).  It is important to 
understand that the value of the outcome can carry as much weight as whether or 
not the outcome is negative or positive. For example, a change that results in an 
employee being promoted might be viewed as negative because of the requirement 
that he or she must uproot the family and relocate. The relocation outweighs the 
positive gain in title and pay (Self, 2007). 
 
To develop a vision for change is the fourth step in Cheung’s (2010) model. This 
step ties in with Cheung’s (2010) previous step in the sense that a guiding coalition 
should be involved in creating a vision for change. The last two key elements 
mentioned by Armenakis et al. (1999) should be implemented during the fourth step 
mentioned by Cheung (2010). If the change agent can enlist those formal and 
informal leaders in support of the change, other employees may also begin to adopt 
it. The change vision will then be filtered through to the remaining workforce.  
 
Organisations should gain key support at the early stages of change implementation. 
The employees do not only seek to understand the nature of what the outcomes 
from implementation of the change might be, but they also seek to understand if 
these outcomes will be positive or negative (Self, 2007). The change vision creates a 
picture amongst employees of what the change will create (Cheung, 2010) and 
should be able to highlight the positive outcomes.  
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Table 2.4 illustrates the comparison between the five key elements discussed and 
the ten common steps on approaching a change process adapted from Cheung 
(2010), obtained from change models discussed earlier in this chapter.  
 
Table 2.4: Assessment of the five key elements for creating readiness to change and 
change implementation steps.  
Common steps from change models 
 
Creating and managing readiness: the 
five key elements 
1.  Understand the need for change. 1.  Need for change.  
2.  Establish a sense of urgency. 2.  Establishing if proposed change is the 
right change to make. 
3.  Generate buy-in from people 
through forming coalitions. 
3.  Bolstering the confidence of 
organisational members. 
4.  Develop the vision for change.  4.  Key support.  
5.  What will employees gain from the 
change. 
5.  Plan the change.  
6.  Communicate the change.  
7. Empower others to embrace the 
change. 
 
8.  Create short-term wins.  
9.  Implement and refine the change.  
10.  Combine gains and produce more 
changes. 
 
 
From Table 2.4 it is evident that the five key elements for managing and creating 
change readiness occurs within the first half of the change implementation 
procedures obtained from the change models. This suggests that creating and 
managing readiness to change forms a large component of the steps referred to in 
Table 2.4. 
 
It is essential that readiness to change is created and managed during change 
implementation within an organisation. As mentioned earlier, readiness to change 
emerged as one of the core attitudes affecting success and, or failure of change 
interventions (Weiner, 2009). Readiness to change has been highly associated with 
the individual’s attitude as well as the individual’s perceptions, feelings, and beliefs 
surrounding their organisation’s change readiness (Alas, 2007). One of the basic 
reasons for the failure of change interventions is related to negative employee 
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attitudes toward change (Clegg & Walsh, 2004). For a change process to be 
implemented successfully there needs to be a level of readiness (Bouckenooghe et 
al., 2009). When readiness to change exists, the organisation is primed to embrace 
change and resistance is reduced. The next section of the literature will focus on the 
concept of resistance to change.  
 
2.2.5  Resistance to change 
 
Resistance to organisational change is seen as one of the impediments to 
organisational expansion and growth due to its negative repercussions (Boohene & 
Williams, 2012). Even though when change is implemented for positive reasons (to 
adapt to changing environmental conditions and remain competitive), employees 
often respond negatively and resist change efforts. This negative reaction is largely 
due to possible increased pressure, stress and uncertainty for employees (Boohene 
& Williams, 2012).  According to Boohene and Williams (2012) the reasons for the 
failure range from a lack of understanding surrounding an organisation’s capacity for 
change, to other human factors, such as employee resistance toward organisational 
change (Boohene & Williams, 2012).  In addition, Boohene and Williams (2012) cited 
numerous studies, including one of 500 Australian organisations indicating 
resistance to change as the most common problem faced by management. 
 
Resistance is a normal response to change because it often involves going from the 
known to the unknown. Not only do individuals experience change in different ways, 
they also differ in their ability and willingness to adapt to it (Bovey & Hede, 2001).  
Bovey and Hede (2001) mentioned that this topic is important because the failure of 
many corporate change programs is often directly attributable to employee 
resistance. Successfully managing resistance is a major challenge for change 
agents and is arguably of greater importance than any other aspect of the process 
(Bovey & Hede, 2001). Management usually focuses on the technical elements of 
change, with a tendency to neglect the equally important human element which is 
often crucial to successful implementation (Bovey & Hede, 2001). Therefore, in order 
to successfully lead an organisation through major change it is important for 
management to balance both human and organisational needs.  
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Resistance to change introduces costs and delays into the process that are difficult 
to anticipate but must be taken into consideration (Del Val & Fuentes, 2012). 
Resistance has also been considered as a source of information, being useful in 
learning how to develop a more successful change process (Del Val & Fuentes, 
2012). Resistance is a key topic in change management and should be seriously 
considered to help the organisation to achieve the advantages of the transformation. 
 
2.2.5.1  Individuals’ sources of resistance to change  
 
According to Oreg (2003) the sources of resistance appeared to be derived from an 
individual’s personality. Six such sources were identified: (a) reluctance to lose 
control, (b) cognitive rigidity, (c) lack of psychological resilience, (d) intolerance to the 
adjustment period involved in change, (e) preference for low levels of stimulation and 
novelty, and (f) reluctance to give up old habits. 
 
Reluctance to lose control. Some researchers have emphasised loss of control as 
the primary cause of resistance (Conner, 1992). Individuals may resist changes 
because they feel that control over their life situation is taken away from them with 
changes that are imposed on them, rather than being self-initiated. According to 
Robbins and Judge (2007), change alternates ambiguity and uncertainty for the 
unknown.  Employee involvement and participation in organisational decision making 
is seen as a means of overcoming resistance to change (Coch & French, 1948; 
Sagie & Koslowsky, 2000).  
 
Cognitive rigidity. Inflexible individuals are characterised by rigidity and closed-
mindedness and therefore might be less willing and able to adjust to new situations 
(Oreg, 2003). Although this is not proven, according to Oreg (2003), some form of 
cognitive rigidity would be associated in an individual’s resistance to change. 
 
Lack of psychological resilience. According to Wanberg and Banas (2000) resilient 
individuals are more willing to participate in an organisational change and exhibited 
improved coping skills. It may also be that less resilient individuals are more 
reluctant to make changes because to do so is to admit that past practices were 
faulty, and therefore change entails a loss of face (Oreg, 2003). 
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Intolerance to the adjustment period involved in change. A distinct aspect of 
individuals’ psychological resilience is their ability to adjust to new situations. Some 
researchers have suggested that people resist change because it often involves 
more work in the short term (Kanter, 1985). New tasks require learning and 
adjustment, and it may be that some individuals are more willing and able to endure 
this adjustment period (Oreg, 2003).  
 
Preference for low levels of stimulation and novelty. A number of studies established 
a distinction between adaptive individuals, who are best at performing within a well-
defined and familiar framework, and innovators, who are better at finding innovative 
solutions outside the given framework (Oreg, 2003). Oreg (2003) mentioned in his 
study that innovative individuals generally exhibit a greater need for novel stimuli. It 
is thus reasonable to expect that people who resist change would exhibit a weaker 
need for novelty (Oreg, 2003). In addition, Oreg (2003) explained that because 
change often involves an increase in stimulation, those who prefer lower levels of 
stimulation may resist change. 
 
Reluctance to give up old habits. Reluctance to give up old habits is a common 
characteristic of resistance to change (Oreg, 2003). In Oreg’s (2003) study 
reluctance is explained as “familiarity breeds comfort”. When individuals encounter 
new stimuli, familiar responses may be incompatible with the situation, thus 
producing stress, which then becomes associated with the new stimulus (Oreg, 
2003). Robbins and Judge (2007) explained that if an individual is confronted with 
change, the tendency to respond in our accustomed ways becomes a source of 
resistance.  
 
2.2.5.2 Organisational sources of resistance to change 
 
The following organisational sources of resistance to change have been identified: 
(a) structural inertia, (b) limited focus of change, (c) group inertia, (d) threat to 
expertise, (e) threat to established power relationships, and (f) threat to established 
resource allocations.  
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Structural inertia. When the organisation is confronted with change, structural inertia 
acts as a counterweight to sustain stability (Robbins & Judge, 2007). According to 
Robbins and Judge (2007) organisations possess integral mechanisms to produce 
stability. For example, the selection process systematically selects certain people in 
and certain people out (Robbins & Judge, 2007). A further example, training 
reinforces specific role requirements and skills. Formalised regulations provide job 
descriptions, rules, and procedures for employees to follow (Antariksa, 2015).  
 
Limited focus of change. Organisations are built around a number of interdependent 
subsystems (Robbins & Judge, 2007). One cannot be changed without affecting the 
others. For example, if management changes the technological processes without 
simultaneously modifying the organisation's structure to match, the change in 
technology is not likely to be accepted (Antariksa, 2015). Therefore, limited changes 
in subsystems tend to get invalidated by the larger system (Robbins & Judge, 2007). 
 
Group inertia. “Even if individuals want to change their behaviour, group norms may 
act as a constraint” (Robbins & Judge, 2007, p.648). For example, an individual 
union member may be willing to accept changes in his job suggested by 
management. However, if union norms dictate resisting any unilateral change made 
by management, the union member is likely to resist (Antariksa, 2015). 
 
Threat to expertise. “Changes in organisational patterns may threaten the expertise 
of specialised groups” (Robbins & Judge, 2007, p.648). For example, the 
introduction of decentralised personal computers, which allow managers to gain 
access to information directly from an organisation’s mainframe (Antariksa, 2015). 
The latter was a change that was strongly resisted by many information systems 
departments in the early 1980s, as decentralised end-user computing was a threat to 
the specialised skills held by those in the centralised information systems 
departments (Antariksa, 2015). 
 
Threat to established power relationships. According to Robbins and Judge (2007) 
any relocation of decision-making authority can threaten long-established power 
relationships within the organisation. The introduction of participative decision-
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making or self-managed work teams is the kind of change that is often seen as 
threatening by supervisors and middle managers (Antariksa, 2015). 
 
Threat to established resource allocations. Those groups in the organisation that 
control substantial resources often see change as a threat. These groups are 
normally content with the way things are (Robbins & Judge, 2007). They are often 
questioning whether change will reduce their budgets or cut their staff size 
(Antariksa, 2015).  
 
The general view of factors that affect resistance to change developed out of a need 
to understand organisational dynamics and improve organisational effectiveness 
(Coch & French, 1948). A wide variety of factors are identified that affect resistance 
to change (Gray, 1984). The most cited of these being employee participation in the 
change process, the communication process, information/knowledge available, and 
trust in management (Coch & French, 1948; Weinbach, 1994). The latter concurs 
with the process dimensions of change discussed earlier in this chapter. Furthermore 
it was believed that an open communication process and participation would improve 
trust which would indirectly affect an employee’s resistance to change (Coch & 
French, 1948; DiFonzo & Bordia, 1998).  
 
By understanding the concept of change, organisational change, organisational 
change theories, change models, change management, readiness and resistance to 
change, a foundation was created for the current study. The next section will 
introduce the concept of work engagement.  
 
2.2  DEFINING WORK ENGAGEMENT 
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli et al., 2002, p.74). 
Engaged individuals are energetic about their work, feel connected to their work, and 
are better able to deal with job demands (Schaufeli & Salanova, 2007).   
 
Vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence (Schaufeli et al., 2002). Individuals who score high on vigour 
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typically have a lot of energy, passion and fortitude when working (Schaufeli & 
Bakker, 2003). This dimension is considered to be intrinsically motivational as it 
directs individuals’ energy levels into achieving their goals, because the activity gives 
them enjoyment, fulfilment and this is intrinsically rewarding (Mauno, Kinnunen & 
Ruokolainen, 2007). 
 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, et al., 2002, p.74). Usually dedicated individuals 
identify with their work because they experience it as meaningful (Schaufeli & 
Bakker, 2003). 
 
Absorption is characterised by being engrossed in one’s work, to the extent to which 
time passes quickly and it is difficult to detach oneself from work (Schaufeli, 
Salanova et al., 2002).  Several researchers are of the view that absorption is similar 
to flow, which resembles deep involvement with an activity, so much so that little else 
seems to matter (Gonzalez-Roma, Schaufeli, Bakker & Lloret, 2006; Langelaan, 
Bakker, Schaufeli & Van Doornen, 2006). 
 
2.2.1 The concept of work engagement 
 
Organisational changes that are a result of mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more tolerant towards continuous change 
(Burnes, 2005). The problem becomes exaggerated when change agents fail to 
include the individual in the adaptation process and also fail to manage the change 
process adequately. This mismanagement impacts negatively on organisational 
effectiveness and employee well-being, resulting in the employee becoming 
disengaged in their work and the organisation (Lockwood, 2007).  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. Hewitt (2013) concurred that the key element in the success of a 
change initiative is when organisations maintain engagement levels of employees 
during organisational change. It is important for change agents to consider work 
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engagement as an integral part of the change process, that is, before, during and 
after change has taken place (Bhola, 2010). 
 
Engagement is viewed as a positive work-related psychological state and reflects a 
genuine willingness to invest focused effort towards attainment of organisational 
goals (Albrecht, 2010). To be engaged in the workplace requires employees to be 
more than physically present and carrying out their activities according to mandatory 
requirements. They must also be cognitively and affectively engaged, making use of 
their “full-selves” in allocated roles, mission and daily tasks of the organisation 
(Hallberg & Schaufeli, 2006). The next section endeavours to define the concept of 
work engagement. 
 
Work engagement is a key business driver for organisational success, where high 
levels of engagement promote retention of talent, foster customer loyalty and 
improve organisational performance and stakeholder value (Lockwood, 2007). 
Lockwood (2007) explained that engaged employees remain enthusiastic about their 
organisation and choose to remain with the organisation. These employees feel 
valued for the contributions they make to the organisation and not only for the salary 
they received. It was argued by Robinson et al. (2004) that work engagement is seen 
as a positive employee attitude towards the organisation and its values. Albrecht 
(2010) concurred that work engagement is viewed as a positive work-related 
psychological state and reflects a willingness to invest focused effort towards 
attainment of organisational goals. 
 
Further to this, Hallberg and Schaufeli (2006) explained that to be engaged in the 
workplace requires employees to be more than physically present and carrying out 
their activities according to mandatory requirements.  
 
Work engagement is influenced by many factors ranging from workplace culture or 
climate, organisational communication and managerial styles to trust, respect, 
leadership and company reputation (Lockwood, 2007). Work engagement overlaps 
with the research topics of employee commitment, motivation and satisfaction, but is 
differentiated from these variables in that it can either be a result of organisational 
efforts or the employee’s choice of engagement with the organisation (Robinson, et 
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al., 2004). Therefore, engaging employees to understand the business drivers and to 
welcome organisational transitions such as mergers, becomes critical as this is 
where employees typically experience a perceived lack of control over their future 
(Lockwood, 2007).  
 
Maslach, Schaufeli and Leiter (2001) established a model to explain the factors that 
lead to burnout and work engagement, including workload, control, rewards and 
recognition, community and social support, perceived fairness and values. They 
further described it as a two-way relationship between employer and employees, 
involving an awareness of the business context. 
 
There are three important issues to understand with the work engagement construct. 
First, the conceptualisation of work engagement is a “specific, well-defined and 
properly operationalised psychological state that is open to empirical research and 
practical application” (Leiter & Bakker, 2010, p.2). Second, work engagement is a 
“state-like” phenomenon and not a temporary state (Sweetman & Luthans, 2010). 
Finally, it is important to note that work engagement and employee engagement are 
not synonymous (Schaufeli & Bakker, 2010). In fact, various forms of engagement 
have been identified in literature, based on their particular antecedents and 
outcomes (Saks, 2006; Simpson, 2009a).  
 
2.2.1.1 Burnout  
 
The phenomenon described as burnout involves a prolonged response to stressors 
in the workplace (Maslach, Jackson & Leiter, 1996). Burnout was initially 
conceptualised by Maslach and Jackson (1981) as a psychological syndrome that 
can occur in individuals who deliver some service to other people.  Garma, Bove and 
Bratton (2007, in Bothma & Roodt, 2012) comprehended the manifestation of 
burnout in three stages, namely emotional exhaustion (i.e. loss of energy), 
depersonalisation (i.e. uncaring attitude towards customers and co-workers), and 
reduced personal accomplishment (i.e. low motivation and reduced self-esteem). 
According to Mashlach, Schaufeli and Leiter (2001) burnout and engagement are on 
opposite sides of the continuum. Work engagement is typically identified by high 
levels of energy and strong identification with one's work, while burnout is identified 
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by low levels of energy together with poor work identification (Schaufeli & Bakker, 
2003). 
 
2.2.2  Antecedents of work engagement 
 
In light of the definition regarding work engagement it is imperative to research the 
elements that contribute towards influencing work engagement.  
 
2.2.2.1 Job Resources 
 
“Job resources refer to the physical, psychological, social, or organisational aspects 
of a job that: (1) may reduce job demands and the associated physiological and 
psychological costs, (2) that are functional in achieving work goals, and (3) stimulate 
personal growth, learning, and development” (Hakanen et al., 2008, p.225). Job 
resources are assumed to play either an intrinsic motivational role because they 
foster employees’ growth, learning and development, or an extrinsic motivational role 
because they are instrumental in achieving work goals (Deci & Ryan, 1985; Ryan & 
Frederick, 1997). Consistent with these notions about the motivational role of job 
resources, several studies have shown a positive relationship between job resources 
and work engagement. For example, Schaufeli and Bakker (2004) found evidence 
for a positive relationship between three job resources (performance feedback, 
social support, and supervisory coaching) and work engagement (vigour, dedication 
and absorption) among four different samples of Dutch employees. More specifically, 
they used structural equation modelling analyses to show that job resources (not job 
demands) exclusively predicted engagement, and that engagement is a mediator of 
the relationship between job resources and turnover intentions (Schaufeli & Bakker, 
2004). Mauno et al. (2007) utilised a two-year longitudinal design to investigate work 
engagement and its antecedents. Job resources predicted work engagement better 
than did job demands. Job control and organisation-based self-esteem proved to be 
the best lagged predictors of the three dimensions of work engagement (Mauno et 
al., 2007).  
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2.2.2.2 Personal resources 
 
Personal resources are positive self-evaluations that are linked to resiliency and 
refer to individuals’ sense of their ability to control and impact upon their environment 
successfully (Hobfoll et al., 2003). It has been proven that such positive self-
evaluations predict goal-setting, motivation, performance, job and life satisfaction, 
career ambition and other desirable outcomes.  Examples of personal resources 
include self-efficacy, resilience and optimism. Typically self-efficacy mediates the 
relationship between task resources and engagement. Engagement also increases 
self-efficacy which eventually leads to an increase in task resources. This suggests a 
positive gain in which self-efficacy plays a central role (Llorens, Schaufeli, Bakker & 
Salanova, 2007). From this argument, it follows that ultimately engaged workers 
generate their own job resources (Bakker, Schaufeli, Leiter & Taris, 2008). 
  
Several authors have investigated the relationships between personal resources and 
work engagement. For example, Rothmann and Storm (2003) conducted a large 
cross-sectional study among 1,910 South African police officers, and found that 
engaged police officers use an active coping style. They are problem-focused, taking 
active steps to attempt to remove or rearrange stressors. Further, in their study 
among highly skilled Dutch technicians, Xanthopoulou, Bakker, Demerouti and 
Schaufeli (2007a) examined the role of three personal resources (self-efficacy, 
organisational based self-esteem, and optimism) in predicting work engagement. 
Results showed that engaged employees are highly self-efficacious; they believe 
they are able to meet the demands they face in a broad array of contexts. In 
addition, engaged workers have the tendency to believe that they will generally 
experience good outcomes in life (optimistic), and believe they can satisfy their 
needs by participating in roles within the organisation.  
 
2.2.2.3 Leader behaviour 
 
Another antecedent to work engagement is leader behaviour. According to Van 
Schalkwyk, Du Toit, Bothma and Rothmann (2010) leader empowerment behaviour 
donates to engagement and encourages employee participation. When employees 
recognise that their immediate superiors and top management have the skilful insight 
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and ability to supplement the growth and productivity of the organisation by making 
competent decisions, it would give the employees increased assurance of a more 
profitable future with the organisation (Spreitzer & Mishra, 2002 in Hassan & 
Ahamed, 2011). In other words, there can be an increase in work engagement 
amongst employees if there is a genuine sense of trust in the competence and 
capability of their immediate supervisors (Hassan & Ahamed, 2011). 
 
2.2.2.4 Trust 
 
Trust in the organisation, colleagues, and in the leader, is an antecedent of work 
engagement, indicating how important it is to foster an open, dependable 
relationship in the workplace (Bargagliotti, 2011). Further to this, when leaders 
display transformational leadership behaviours, it leads to higher levels of work 
engagement (Salanova, Lorente, Chambel & Marti´nez, 2011b).  The relationship 
between trust and work engagement is mutually reinforcing and leads to an upward 
spiral effect (Hassan & Ahamed, 2011). Climate of trust leads to wide and diverse 
benefits for individuals who are engaged in particular organisations (Hassan & 
Ahamed, 2011). According to Dirks and Ferrin (2002) an increase in trust is a direct 
or indirect result of positive workplace behaviours and attitudes, such as 
organisational commitment and employees work engagement. 
 
2.2.3  Consequences of work engagement 
 
Organisational behaviour researchers have deliberated work engagement as 
independent, dependent and moderating variables in various studies (Harter, 
Schmidt & Hayes, 2002). 
 
2.2.3.1 Work engagement as an independent variable 
 
Harter et al. (2002) found that levels of work engagement were positively associated 
with business-unit performance (e.g. customer satisfaction and loyalty, unit 
profitability, unit productivity, turnover levels and safety) in almost 8,000 business 
units within 36 organisations. Salanova, Agut and Peiro (2005), in a study of front-
line service workers and their customers, reported that work engagement predicted 
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service climate, which in turn predicted employee performance and then customer 
loyalty. Schaufeli and Salanova (2007), based on their review of the work 
engagement literature, established that work engagement is associated with positive 
employee attitudes, proactive job behaviours, higher levels of employee 
psychological well-being, and increased individual job and organisational 
performance. In a study conducted by Burk and El-Kot (2010), work engagement 
was found to have fairly reliable, but moderate, relationship with several work 
outcomes and indicators of psychological well-being. Work engagement, according 
to Burk and El-Kot (2010), has potentially positive consequences for both employees 
and their employing organisations.   
 
Work engagement has been empirically shown to be a better predictor of 
performance and commitment than staff satisfaction (Harter et al., 2002). Further to 
this, work engagement is a positive, satisfying and motivational state of well-being at 
work (Burk & El-Kot, 2010). This concurs with Robinson et al. (2004) in that work 
engagement is seen as a positive employee attitude towards the organisation and its 
values. Engaged employees have more energy, are more job involved and more 
strongly identified with their work (Leiter & Bakker, 2010).  
 
A diary study repeated over five consecutive days reported that higher levels of work 
engagement among fast food employees were associated with higher levels of 
financial returns (Xanthopoulou et al., 2007). Quantitative studies regarding the links 
between work engagement and actual job performance show that work engagement 
is related to performance, where employees’ levels of work engagement had a 
positive impact on customer satisfaction (Salanova et al., 2005). 
 
2.2.3.2 Work engagement as a dependent variable 
 
In a research study, Schaufeli and Bakker (2004) found support for the job demands-
resources model in that job demands (workload, emotional demands) were positively 
related to burnout, but not to work engagement, and job resources (social support, 
supervisor coaching, feedback) were positively related to work engagement and 
negatively related to burnout. In addition, burnout fully mediated the impact of job 
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resources on health problems, and work engagement mediated the effect of job 
resources on turnover intention (Schaufeli & Bakker, 2004).   
 
Mauno et al. (2005) in a study of subjective job insecurity among either permanent or 
fixed-term employees, reported lower work engagement among permanent 
employees. Mauno et al. (2005) also found different predictors of work engagement 
in different organisation sectors. Demerouti, Bakker, Nachreiner and Schaufeli 
(2001), in a study of employees from an insurance company, reported that high job 
demands and high control were associated with higher work engagement. Mauno et 
al. (2005) also reported an association of high time pressures with higher levels of 
work engagement. 
 
2.2.3.3 Work engagement as a moderating variable 
 
Leiter and Harvie (1997) stated that in a study about large scale organisational 
change in a hospital setting it was reported that work engagement moderated the 
relationship of supportive supervision, confidence in management, effective 
communication and work meaningfulness and acceptance of the change. In a study 
regarding correspondence between supervisors and staff members during major 
organisational changes, Leiter and Harvie (1997) demonstrated supervisors’ 
confidence in the organisation, their work engagement and assessment of work 
hazards, contributed to predicting staff members’ work engagement, and supervisor 
cynicism and exhaustion contributed to staff member cynicism and professional 
efficacy. In a study conducted by Burk and El-Kot (2010), work engagement was 
found to have fairly consistent, but moderate, relationships with several work 
outcomes and indicators of psychological well-being. Engaged employees have 
more energy, are more job involved and more strongly identified with their work 
(Leiter & Bakker, 2010). According to Burk and El-Kot (2010), engaged employees 
will embrace more challenging work and apply more of their talents. Work 
engagement produces an upward spiral in which the rich get richer; in work terms, 
engaged workers invest more in their work, acquire more skills, and then commit 
themselves to even more challenging assignments which in turn leads to increasing 
levels of work engagement (Burk & El-Kot, 2010). 
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2.2.4  A model of work engagement 
 
The evidence regarding the antecedents and consequences of work engagement 
can be organised in an overall model of work engagement.  Bakker and Demerouti 
(2007) developed the Job Demands-Resources (JDR) model to be inclusive of work 
engagement. According to Hakanen et al. (2008, p.224) “the starting point of the 
JDR model is the assumption that regardless of the type of job, the psychosocial 
work characteristics can be categorised into two groups: job resources and job 
demands”. Job resources and job demands were discussed earlier within the 
literature review under antecedents of work engagement. The JDR model is 
portrayed below in Figure 2.1. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.1: The Job Demands-Resources model of work engagement (Source: Bakker 
& Demerouti, 2008) 
 
Bakker and Demerouti (2008) made two assumptions from the JDR model. The first 
assumption is that job resources such as social support from colleagues and 
supervisors, performance feedback, skill variety, and autonomy, start a motivational 
process that leads to work engagement, and consequently to higher performance 
(Bakker & Demerouti, 2008). The second assumption is that job resources become 
more significant and gain their motivational potential when employees are confronted 
with high job demands (e.g. workload, emotional demands, and mental demands). 
Bakker and Demerouti (2008) draw on the work of Xanthopoulou et al. (2007a, b, c), 
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who expanded the JDR model by showing that job and personal resources are 
mutually related, and that personal resources can be independent predictors of work 
engagement. Thus, employees who score high on optimism, self-efficacy, resilience 
and self-esteem are well able to mobilise their job resources, and generally are more 
engaged in their work (Bakker & Demerouti, 2008). 
 
Figure 2.1 illustrates that job resources and personal resources independently or 
combined predict work engagement. Further, job and personal resources particularly 
have a positive impact on work engagement when job demands are high (Bakker, 
2009). Work engagement, in turn, has a positive impact on job performance. Finally, 
employees who are engaged and perform well are able to create their own 
resources, which then foster work engagement again over time and create a positive 
spiral (Bakker, 2009). 
 
Organisational change may have an influence on the job resources and the intrinsic 
and extrinsic motivation caused by job resources mentioned by Bakker and 
Demerouti (2007).  Work engagement and job resources, according to various 
studies are related (Mauno et al., 2007; Schaufeli & Bakker, 2004). This suggests 
that untimely organisational change could have an impact on job resources, thereby 
affecting levels of work engagement. The researcher anticipates that work 
engagement could possibly impact the employees’ readiness to adapt to potential 
changing job resources due to organisational change.   
 
As mentioned earlier, if employees are not ready for change they may react 
negatively (Boohene & Williams, 2003). They could then possibly become 
disengaged, depending on whether the change negatively impacts job resources. 
This negative reaction is largely due to changes bringing about increased pressure, 
stress and uncertainty. Mangundjaya (2012) stated that all dimensions of work 
engagement will influence readiness to change. The higher the work engagement, 
the higher the readiness will be.  
 
The researcher anticipates that work engagement could impact the employees’ 
readiness to change towards potential changing job resources due to organisational 
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change. This assumption is presented in Figure 2.2 below and could possibly 
become evident in the outcome of this study.  
 
 
 
 
 
 
 
 
Figure 2.2: The possible relationship between work engagement and readiness to 
change.  
 
The next section will briefly discuss how organisations can develop work 
engagement.  
 
2.2.5  Developing work engagement 
 
From the above discussions a more holistic idea could be formulated regarding the 
concept of work engagement. It is essential to discuss how work engagement can be 
created and maintained within the workplace. Schaufeli and Salanova (2007) 
mentioned a number of ways to build work engagement. These include the following: 
matching individual and organisational needs; developing a meaningful 
psychological contract that links personal goals of individual employees with 
organisational resources; conducting surveys of employee demands and resources 
and their association with positive and negative outcomes; job redesign that reduces 
stressors and increases resources; leadership development that build a positive 
emotional climate in the workplace; and lastly, developing training programs that are 
targeted at both organisational health and individual well-being. 
 
Bakker (2009) concluded that the main drivers of work engagement are job and 
personal resources.  Bakker (2009) explains that job resources reduce the impact of 
job demands causing strain, are functional in achieving work goals, and stimulate 
personal growth, learning, and development.  
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The literature has discussed the concept of work engagement, the antecedents and 
consequences thereof, a model for work engagement and how to develop work 
engagement. To fully understand the concept of work engagement it is also 
important to understand the concept of employee disengagement.  
 
2.2.6  Employee disengagement 
 
According to Burnes (2005) organisational changes as a result of mergers, 
acquisitions, downsizing and restructuring leads to increased pressure on employees 
to work longer hours, take on greater responsibility and become more tolerable 
towards continuous change and ambiguity. Bhola (2010) mentioned that the problem 
becomes exaggerated when change agents fail to include the individual in the 
adaptation process and also fail to manage the process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged from their work and the 
organisation (Marks, 2007).  
 
According to Weiner and Roberta (2008) disengagement includes feelings of 
alienation or loss of identity with an organisation, group or team, resulting in the 
following outcomes: day-to-day decision making grinds to a halt as overall decisions 
from the top are awaited; employees feel that their security and future are 
threatened; employees no longer feel that they are a vital part of the company; 
worker morale plummets; and lastly, there are battle lines drawn in that there is an 
“us vs. them” stance that emerges where cultural, corporate, country and continental 
differences are magnified and feared (Weiner & Roberta, 2008).  
 
Bhola (2010) explained that restructuring associated with mergers invariably has a 
negative impact on employees in terms of job losses, job uncertainty, ambiguity and 
heightened anxiety, emotions which are not necessarily offset by any organisational 
benefits such as increased productivity and financial profits. Kotter (1996) called this 
a state of carnage resulting in wasted resources and burn-out. Further to this, Bhola 
(2010) explained that disengaged employees are more likely to leave an 
organisation. 
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Sustaining work engagement during and after organisational change can make a 
significant difference in retaining employees and increasing performance (Bhola, 
2010). It is important for change agents to consider work engagement as an integral 
part of the change process, that is, before, during and after change has taken place. 
It is also important for change agents to consider the relationship between certain 
demographic variables, such as age, gender, job category and race, and work 
engagement in the post-merged organisation.  
 
2.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS IN THE STUDY 
 
As mentioned before, the aim of the current study is to determine the relationship 
between readiness to change and work engagement. The present study will also 
endeavour to determine if there are correlations between readiness to change, work 
engagement, processes of change and climate of change.  
 
Mangundjaya (2012) conducted a study to determine if organisational commitment 
and work engagement are important in achieving individual readiness to change. 
From this study it was evident that both organisational commitment and work 
engagement have a positive correlation with individual readiness to change 
(Mangundjaya, 2012).   
 
Further to this, Mangundjaya (2012) believed that the higher the work engagement, 
the higher the readiness to change will be. The research conducted by Mangundjaya 
(2012) concurred with research done by Prasad (2014) in that organisational 
commitment, work engagement and individual readiness to change are positively 
correlated.  
 
Hung, Wong, Anderson and Hereford (2013) conducted a study to measure 
readiness to change and to determine the role of work engagement, ownership and 
participation in managing change.  This study identified that non-physicians (nurses, 
medical assistants and administration staff) that reported high levels of work 
engagement and ownership were significantly correlated with readiness to change 
(Hung et al., 2013). 
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A study conducted by Zayim (2010) identified that readiness to change and 
perceived organisational trust were significantly correlated with each other in a way 
that intentional-, emotional-, and cognitive readiness were all associated and 
contributed significantly in perceived organisational trust. The results also indicated 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  In a study conducted by Brummelhuis (2012) it was noted that 
leadership and quality of communication are positively related to the change 
process. As discussed earlier in the literature review, quality of change 
communication is a sub-construct of process of change which is a construct within 
the present study.  
 
According to Bargagliotti (2011) trust leadership is an antecedent of work 
engagement. Further to this, when leaders display transformational leadership 
behaviours, it leads to higher levels of work engagement (Salanova et al., 2011b). 
The next section will discuss the proposed model and hypotheses for the present 
study.   
 
2.5  PROPOSED MODEL, RESEARCH QUESTIONS AND HYPOTHESES 
 
The proposed model was constructed from the research questionnaire utilised as 
well as the literature review from the current study. The current study’s research 
questionnaire was composed of two separate questionnaires namely the 
Organisational Change Questionnaire–Climate of Change, Processes, and 
Readiness (OCQ–C, P, R) and the Utrecht’s Work Engagement Scale (UWES). 
These questionnaires will be discussed within chapter three. The proposed model is 
illustrated in Figure 2.3 below: 
 
 
 
 
 
 
 
66 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.3: Proposed model  
 
As identified by Bouckenooghe et al. (2009), climate of change and process of 
change were tapped as antecedents of readiness to change.  Process of change, 
within the current study, will be measured by the following sub-constructs: (1) 
participation, (2) support by supervisors, (3) attitude of top management, and (4) 
quality of change communication. Figure 2.3 illustrates that the arrows are flowing 
from process of change to the sub-constructs which implies that process of change 
will be measured by the before mentioned sub-constructs.  
 
In the OCQ-C,P,R climate of change is measured by trust in leadership, cohesion 
and politicking. However, the current study will only focus on the trust in leadership 
component. The reasons for this will be discussed within chapter three.   
 
As can be seen from Figure 2.3 the arrows are flowing from process of change and 
trust in leadership towards readiness to change. The researcher anticipates that the 
outcome of this study will possibly reveal a relationship between process of change 
and readiness to change as well as a relationship between trust in leadership and 
readiness to change.  
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Work engagement is an integral part of the change process, that is, before, during 
and after change has taken place (Bhola, 2010). As work engagement is an 
important part in the change process it could possibly have an influence on 
readiness to change and was therefore added to the proposed model. This is 
indicated in Figure 2.3 and is illustrated by the arrows flowing from work engagement 
towards the readiness to change construct.  
 
Work engagement is measured by utilising the UWES which incorporates the three 
sub-constructs of work engagement namely vigour, dedication and absorption. 
Therefore, the arrows are flowing from work engagement to the three sub-constructs 
as can be seen in Figure 2.3.   
 
Readiness to change is conceived as a multifaceted concept that comprises an 
emotional dimension of change, a cognitive dimension of change and an intentional 
dimension of change (Bouckenooghe et al., 2009). The model illustrates that the 
three dimensions/sub-constructs of readiness to change (emotional, cognitive and 
intentional) will possibly measure the respondents’ readiness to change within an 
organisation. Therefore, the arrows are flowing from readiness to change towards 
the sub-constructs. The relationships anticipated within the proposed model will be 
tested and discussed within the results chapter.  
  
2.5.1  Research hypotheses 
 
The primary aim of this study is to contribute to the body of knowledge on readiness 
to change readiness and work engagement by investigating the relationship between 
the two constructs during change processes within a mid-tier accounting firm. It is 
anticipated that by determining the latter relationships, the mid-tier accounting firm 
will receive valuable information on how the integration processes impacted their 
organisation members and how to approach future integration procedures. With the 
objectives in mind and the proposed model discussed, the following alternative 
hypotheses were formulated:  
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Table 2.5: Alternative Hypotheses 
H1-1   
There is a significant relationship between readiness to change and the 
demographic variables. 
H1-1a  
There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
H1-2  
There is a significant relationship between work engagement and the 
demographic variables. 
H1-2a 
There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
H1-3 
There is a significant relationship between process of change and the 
demographic variables. 
H1-3a 
There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables. 
H1-4  
There is a significant relationship between trust in leadership and the 
demographic variables. 
H1-5 
There is a significant relationship between readiness to change and work 
engagement. 
H1-5a   
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of work engagement. 
H1-6  
There is a significant relationship between readiness to change and 
process of change. 
H1-6a 
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of process of change. 
H1-7 
There is a significant relationship between readiness to change and trust 
in leadership. 
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H1-7a 
There is a significant relationship between the sub-constructs of 
readiness to change and trust in leadership. 
H1-8 
There is a significant relationship between work engagement and 
process of change. 
H1-8a 
There is a significant relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
H1-9 
There is a significant relationship between work engagement and trust in 
leadership. 
H1-9a 
There is a significant relationship between the sub-constructs of work 
engagement and trust in leadership. 
H1-10 
There is a relationship between process of change and trust in 
leadership. 
H1-10a 
There is a significant relationship between the sub-constructs of process 
of change and trust in leadership. 
 
2.5  CONCLUSION 
 
As mentioned in Chapter 1, the motivation for this study is based on the notions that 
organisations need to determine the readiness to change of its members before 
embarking on change processes, as this could lead to the success or failure of 
planned change. A further motivation of the current study is to explore the 
relationship between readiness to change and work engagement during a change 
process within an organisation. Mangundjaya (2012) stated that all dimensions of 
work engagement will influence readiness to change. 
 
The literature review has introduced the constructs under scrutiny. It has also 
become clear that organisations need to ensure they have created readiness to 
change amongst its members for change to be successful. The literature review has 
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also revealed the importance of work engagement within an organisation and how it 
can be developed.  
 
From the literature review the researcher has already identified a theoretical link 
between readiness to change and work engagement. Organisational change might 
have an influence on the job resources and the intrinsic and extrinsic motivation 
caused by job resources, mentioned by Bakker and Demerouti (2007). Work 
engagement and job resources, according to various studies (Mauno et al., 2007; 
Schaufeli & Bakker, 2004) are related. Therefore, organisational changes that occur 
could have an impact on work engagement. As mentioned earlier, if employees are 
not ready for change they may react negatively (Boohene & Williams, 2003), and 
could possibly become disengaged, depending on whether the change negatively 
impacts job resources. Further to this, Mangundjaya (2012) stated that the higher the 
work engagement, the higher the readiness to change will be. The next chapter will 
focus on the methodology utilised within this study.  
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CHAPTER 3 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
 
The aim of this study was to acquire a better comprehension of the relationship 
between readiness to change and work engagement within a mid-tier accounting firm 
in South Africa. The previous chapters provided an understanding of readiness to 
change and work engagement and familiarised the readers with the background to 
the study. The hypotheses of the current study were constructed based on the 
proposed model and the literature review discussed in the previous chapters. Further 
to this, the current chapter will discuss the sample compositions, measuring 
instrument construction, reliability of the instruments, as well as data collection and 
analysis of the current study.  
 
3.2 POPULATION AND SAMPLE 
 
The study was conducted within a mid-tier accounting firm in South Africa. There are 
currently twelve offices across South Africa (R. Williams, personal communication, 
July 23, 2014). The word mid-tier is used to describe a company or organisation that 
is neither very big nor very small when compared to other establishments of the 
same nature (Cambridge University Press, 2015). 
 
The population size consisted of employees and top management within the mid-tier 
accounting firm. The population of the mid-tier accounting firm is approximately 
N=990 (N. Solomon, personal communication, February 2, 2015). When conducting 
multivariate statistical analyses the sample size should be large (Maholtra, 2007).  
According to Osborne and Costello (2004), five respondents per item are 
conventionally required when conducting statistical analyses. Therefore a sample 
size of approximately 400 was aimed for.  All the staff within the mid-tier accounting 
firm across South Africa were sent an electronic survey to complete and 340 
responses were received, indicating a response rate of approximately 34 percent. 
Although this response rate is less than anticipated, the responses received are still 
good enough to produce adequate results for the current study (Osborne & Costello, 
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2004;  D. Venter, Personal Communication, May 26, 2015). The demographics of the 
sample are presented in Table 3.1 below. 
Table 3.1: Demographic variables (n=340) 
DEMOGRAPHIC VARIABLES FREQUENCY PERCENTAGE 
GENDER   
Male 144 42 
Female 196 58 
LANGUAGE    
English 189 56 
Afrikaans 116 34 
Xhosa 15 4 
Other African 20 6 
JOB CATEGORY   
Top Management 51 15 
Middle Management 120 35 
Trainee Accountant 88 26 
Administration 76 22 
Other 5 1 
RACE   
White 204 60 
African 42 12 
Coloured 57 17 
Indian 37 11 
OFFICE   
Kimberley 7 2 
Pretoria 42 12 
Kathu 3 1 
Paarl 6 2 
Plettenberg Bay 3 1 
George 17 5 
East London 18 5 
Bloemfontein 14 4 
Port Elizabeth 60 18 
Johannesburg 53 16 
Durban 21 6 
Cape Town 95 28 
AGE    
20 – 29 165 49 
30 – 39 92 27 
40 – 49 43 13 
50 – 59 39 11 
 
A large portion of the sample was represented by females (58%) whereas males 
comprised 42 percent of the sample. It is apparent that more than half of the sample 
was English speaking (56%) and 36 percent were Afrikaans speaking. Other 
African/Xhosa speaking respondents represented 10 percent of the sample.  
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For ease of interpretation the job categories (as seen in Appendix C) were combined 
into the following groups: (1) Top management comprises of partners and senior 
managers; (2) Middle management comprises of seniors, supervisors and 
managers; (3) Trainee accountants remained in their own group as they could not be 
combined with another job category due to nature of the job being fixed-term in 
duration and very specific in nature; (4) Administration consists of administrators and 
assistants. The category represented by other could not be combined with another 
category as the researcher could not identify the jobs listed by the respondents and 
is represented by 1 percent of the sample. The latter is minimal and therefore can be 
discarded from the study.   
 
Middle management (35%) represents a large portion of the sample, whilst trainee 
accountants represented 26 percent of the sample and 22 percent of the 
respondents fell into the category of administration. 
 
A large portion of the sample was comprised by the white race group. The other race 
groups were represented by much smaller percentages of the sample.  
 
It is apparent that the Cape Town office (28%) had the largest number of responses. 
The Port Elizabeth office was represented by 18 percent of the sample and 
Johannesburg and Pretoria were represented by 28 percent of the sample. The 
remainder of the offices have smaller representation in the sample. This could 
possibly be due to the fact that those offices have a smaller staff headcount than 
Cape Town, Port Elizabeth, Johannesburg and Pretoria.  
 
From Table 3.1 it is evident that 49 percent of the sample were between the ages 20 
– 29. Twenty-seven percent of the sample fell into the age category of 30 – 39. 
Thirteen percent of the sample were between the ages of 40 – 49 and 11 percent of 
the sample were between the ages 50 – 59.  
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3.3  MEASURING INSTRUMENTS 
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). These 
questionnaires will be outlined below.  
 
It should be noted that the researcher is aware that the combined scale length could 
potentially have an influence on the response rate. According to Anderson (2010) 
survey length has been found to influence response rates, although findings are 
mixed. Deutskens, Ruyter, Wetzels and Oosterveld (2004) explained that shorter 
surveys had higher response rates, but longer surveys still generated a “surprisingly 
high response” rate. This is possibly because it is more difficult for respondents to 
estimate how long an online survey will take (Deutskens et al., 2004). 
 
3.3.1 Organisational Change Questionnaire–Climate of Change, Processes, 
and Readiness; (OCQ–C, P, R) 
 
The OCQ–C, P, R, developed by Bouckenooghe et al. (2009), is a psychometrically 
sound diagnostic instrument that incorporates three separate questionnaires aimed 
at measuring the following: (1) the climate of change or internal change context (C), 
(2) the process of change (P), and (3) readiness to change (R). This instrument was 
designed to measures the circumstances under which change embarks (i.e., climate 
of change or internal context), the way a specific change is implemented (i.e., 
process), and the level of readiness at the individual level.  
 
The results from the OCQ–C, P, R can serve as a guide for developing a strategy for 
the effective implementation of change (Bouckenooghe et al., 2009). The instrument 
encompasses the following 10 dimensions: (a) quality of change communication, (b) 
participation, (c) attitude of top management, (d) support by supervisors, (e) trust in 
leadership, (f) cohesion, (g) politicking, (h) emotional readiness to change, (i) 
cognitive readiness to change, and (j) intentional readiness to change 
(Bouckenooghe et al., 2009).  
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The 10 dimensions cover the complex mix of change by including the context of 
change (i.e., climate of change), the process of change and the reaction toward 
change (i.e. readiness to change) (Armenakis & Bendeaim, 1999). The researcher 
could not source evidence regarding South African context utilisation of this 
questionnaire; however this questionnaire has been utilised for studies measuring 
organisational change. It has also been found that components of the questionnaire 
have been used to assist in developing tailored measuring instruments for studies 
measuring innovative management and innovative organisational climates (Bullock, 
2005; Chou, Shen, Hisao & Chen, 2010). 
 
Quality of change communication, participation, attitude of top management toward 
organisational change and support by supervisors all pertain to how change is dealt 
with (i.e., process). Climate of change refers to the internal context of change and 
involves trust in leadership, cohesion and politicking (Bouckenooghe et al., 2009). 
Readiness to change is a multifaceted attitude towards change, comprising of 
emotional, cognitive and intentional readiness to change (Bouckenooghe et al., 
2009).  
 
According to Bouckenooghe et al. (2009), the item generation process for the 10 
dimensions resulted in 63 items. Bouckenooghe et al. (2009) explained that three 
independent field studies were conducted to further examine the reliability and 
validity of these scales. The results from these field studies indicated that the 
intended factor structure of twelve dimensions did not emerge; however, the 11 
factors that emerged can be useful in an organisational setting. The measures used 
to scrutinise the reliability and validity were satisfied (Bouckenooghe et al., 2009). 
These findings suggested that the OCQ–C, P, R met the standards of a 
psychometrically sound measurement instrument (Bouckenooghe et al., 2009).  
 
Table 3.2 below illustrates the reliability coefficients for process of change, climate of 
change and readiness to change. The reliability of these constructs were determined 
by utilising Cronbach’s Alfa reliability measure (Bouckenooghe et al., 2009). 
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Table 3.2:  Cronbach's alpha coefficients for OCQ–C, P, R (Bouckenooghe et al., 
2009). 
CONSTRUCT ALPA 
Process of change  
Quality of change communication 0.88 
Support by supervisors 0.82 
Participation 0.79 
Attitude of top management 0.73 
Climate of change  
Trust in leadership 0.79 
Cohesion 0.74 
Politicking 0.68 
Readiness to change  
Emotional readiness 0.70 
Intentional readiness 0.89 
Cognitive readiness 0.69 
 
From Table 3.2 it is evident that all sub-constructs for this questionnaire 
demonstrates adequate reliability which suggests that there is internal consistency 
(Bouckenooghe et al., 2009).  
A panel of 10 judges examined the content validity of the 63 items (Bouckenooghe et 
al., 2009).  Results from content validity indicated that the pool of items comprised 
items with more general content and items that were specifically designed toward 
measuring the perception of an ongoing company- or department-specific change 
process (Bouckenooghe et al., 2009). It was found that the context factors (i.e., trust 
in leadership, politicking and cohesion) have a general content, whereas the process 
factors (i.e., quality of change communication, participation, attitude of top 
management, support by supervisors) and the readiness variables were a mixture of 
general and change-specific items. It is essential to take the difference into 
consideration for further validation of the questionnaire. The questionnaire was 
specifically developed by taking into account the feedback from the panel that some 
items had a more general character, whereas others had a more change-specific 
character (Bouckenooghe et al., 2009).   
 
Factor analysis was conducted on the climate of change, process of change and 
readiness to change items separately. Bouckenooghe et al. (2009) factor analysed 
22 items for climate of change, 26 items for process of change and 15 items for 
readiness to change by using principal axis factoring and direct oblimin rotation 
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(Conway & Huffcutt, 2003). An example of a climate of change item is “if I make 
mistakes, my manager holds them against me”. An example of a process of change 
item is “information provided on change is clear”. “Time flies when I am working” is 
an example of one of the readiness to change items. Respondents were asked to 
indicate their level of agreement with the items by using a 5-point Likert-type scale 
ranging from 1 (strongly disagree) to 5 (strongly agree).  
Exploratory factor analysis (EFA) was performed to empirically check the 
discernment of the battery.  A three factor solution was forced with a direct oblimin 
rotation to simplify the interpretation of the factors. Together, these three factors 
explained 43 percent of the total variance (Bouckenooghe et al., 2009). According to 
Bouckenooghe et al. (2009) the extraction of factors resulted from the scree plot 
examination and the eigenvalues greater than one criterion check. “The preliminary 
findings of the pilot study and content validity study were confirmed. Of the 22 
internal context items, 4 were omitted because their primary loadings were less than 
0.40 on their targeted factor or had high secondary loadings on other factors 
(Bouckenooghe et al. 2009, p.571)”.  
Because the climate of change, process of change, and readiness to change scales 
showed adequate reliability and validity, there is no need to fully administer the 
questionnaire (Bouckenooghe et al., 2009). For example, if someone is only 
interested in the general context under which change occurs, only the internal 
context items could be administered without jeopardising the psychometric quality of 
these scales. Therefore, this instrument can be combined with other scales to 
assess change recipients’ beliefs about change. Permission to utilise this instrument 
for research purposes was obtained from the developers/publishers of the scale. 
As discussed previously, climate of change is measured by (1) trust in leadership, 
politicking and cohesion. Process of change is measured by (1) quality of change 
communication, (2) participation, (3) support by supervisors, and (4) attitude of top 
management. Readiness to change is measured by (1) emotional readiness, (2) 
cognitive readiness, and (3) intentional readiness (Bouckenooghe et al., 2009). 
These constructs and sub-constructs were discussed within the literature review of 
the current study.  
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The researcher only included the sub-construct of trust in leadership from the climate 
of change construct in the current study’s questionnaire. Trust in leadership will be 
seen as a construct on its own within the current study and not a sub-construct of 
climate of change and will be measured by 3 items. This could possibly have an 
impact when analysing this construct. The reliability of this sub-construct is covered 
further in this chapter.  Results obtained from the trust in leadership construct will 
yield valuable results for future change implementation within the mid-tier accounting 
firm. An example of this item is, “if I make mistakes, my manager holds them against 
me”.  
 
According to Bouckenooghe et al. (2009) trust in leaderships presented a Cronbach 
alpha of 0.79 indicating that the construct is reliable (Malhotra, 2007). Even though 
the construct is reliable as per Bouckenooghe et al. (2009), after analysing the data 
for the current study, this item could possibly be excluded from the overall results 
and will be mentioned under the shortcomings of the study.  
 
The reason for only utilising trust in leadership from the climate of change construct 
was to shorten the length of the instrument. Furthermore, politicking and cohesion 
were not deemed as essential components to measure by the researcher. This 
notion was supported by the mid-tier accounting firm under scrutiny (L. Fourie, 
personal communications, March, 2015). These sub-constructs could be included in 
future research.  
 
To conclude, because the items and scales of the OCQ-C,P,R were designed and 
tested in organisations just before and during the implementation of change, 
Bouckenooghe et al. (2009) recommend administering this tool under similar 
conditions of change (stages before and during implementation). By utilising this 
questionnaire possible gaps can be identified between change agents’, managers’, 
and human resource management professionals’ expectations about the change 
effort and those of other organisational members (Bouckenooghe et al., 2009). 
Within the current study the instrument was not administered before change but only 
administered during change implementation. Therefore, a possible shortcoming of 
the study would be that the researcher did not administer the instrument before and 
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after change. However, the results from the study would still reveal a possible guide 
for developing a strategy for the effective implementation of change within the mid-
tier accounting firm in future.   
 
3.3.2 Utrecht’s Work Engagement Scale (UWES) 
 
The current study utilises the UWES to measure the work engagement of the staff 
within the mid-tier accounting firm. The UWES includes the three constituting 
aspects of work engagement: vigour, dedication and absorption.  
 
Originally, the UWES included 24 items of which the vigour-items (9) and the 
dedication-items (8) for a large part consisted of positively rephrased Maslach 
Burnout Inventory items (Schaufeli et al., 2002a). These reformulated Maslach 
Burnout Inventory items were supplemented by original vigour and dedication items, 
as well as with new absorption items to constitute the UWES-24. After psychometric 
evaluation in two different samples of employees and students, seven items 
appeared to be unsound and were therefore eliminated so that 17 items remained 
(Schaufeli et al., 2002a).  
 
The 17-item scale measures absorption, vigour and dedication.  Respondents were 
asked to indicate their level of agreement with the items by using a 5-point Likert-
type scale ranging from 1 (strongly disagree) to 5 (strongly agree).  Vigour consisted 
of six items and an example of this is, “At my work, I feel bursting with energy.” 
Dedication was composed of five items and “I am proud of the work that I do” is an 
example of one such item. Absorption is composed of six items and one such 
example is, “When I am working, I forget everything else around me.”  
 
Psychometric evaluations also illustrated satisfactory validity and reliability of the 
UWES (Schaufeli & Bakker, 2003). The internal consistency of the UWES is 
respectable and displays Cronbach’s alphas ranging from 0.80 to 0.90 in a number 
of studies (Schaufeli & Bakker, 2004, Schaufeli et al., 2002).  
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According to Schaufeli, Bakker and Salanova (2006) the UWES can be used as an 
impartial instrument to measure work engagement because its equivalence is 
acceptable for different racial groups. Furthermore, confirmatory factor analyses 
have supported the three-dimensional structure of the UWES, and it identifies that 
the dimensions are very closely related (Schaufeli et al., 2006).  
 
According to Schaufeli and Bakker (2010) different European studies reported that 
the factor structure of the UWES-17 remained invariant across different national 
samples. Goliath-Yarde and Roodt (2011) explain that although organisations use 
the UWES-17 widely in South Africa, only two studies reported validation results. 
These are the Storm and Rothmann (2003) and the Barkhuizen and Rothmann 
(2006) studies.  
 
Both studies referred to challenging items in the instrument and that these items 
need to be examined carefully and improved for South African samples (Storm & 
Rothmann, 2003; Goliath-Yarde & Roodt, 2011). This implies that the wording of 
certain items needs modifying to make them more appropriate for a specific context. 
These findings show potential item bias or differential item functioning in respect of 
the UWES-17 (Goliath-Yarde & Roodt, 2011). Permission for free use of the UWES 
for non-profitable research is granted by Schaufeli and Bakker (2003).  
 
3.4  DATA COLLECTION 
 
The researcher had to obtain the necessary permission from the Board of Partners 
within the mid-tier accounting firm before the study could take place. A document 
explaining and outlining the importance of the study was sent to the relevant parties 
and permission to conduct the study was granted.  An example of this document can 
be found in Appendix A. Further to this, the study received ethics clearance and 
approval from NMMU’s ethics committee. The ethics number for the current study is 
H-15-BES-IOP-003.  Before the researcher could administer the questionnaire, it 
was essential to do a pilot study to ensure that the link to the questionnaire was 
accessible from the mid-tier accounting firm’s server. It was also important to ensure 
that the respondents understood the items stated within the questionnaire. The link 
was tested and all the respondents involved in the pilot study confirmed that they 
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understood the items stated in the questionnaire, the link to the questionnaire was 
working and the respondents could complete and submit the questionnaire easily.  
The Human Resources department at the firm, with the help of the organisation’s 
marketing department, distributed the email with the questionnaire link to all staff in 
the mid-tier accounting firm across South Africa. This link was incorporated as part of 
an email explaining the purpose of the study and highlighted the authorisation from 
the mid-tier accounting firm supporting the study.  The latter is aligned with the APA's 
Ethics Code which explains that participants should be informed about the purpose 
of the research (Smith 2003). The latter email can be viewed in Appendix B. The use 
of electronic questionnaires has both advantages and disadvantages which will be 
discussed in the sections below.  
 
3.4.1  Advantages of using electronic questionnaires 
 
Collecting data online does not cost a lot of money due to low overheads (Gingery, 
2011).  According to Wright (2006), the use of online questionnaires eliminates the 
need for paper and other costs, such as those incurred through postage, printing, 
and data entry. 
 
The respondents input their own data and it is automatically stored electronically 
(Gingery, 2011).  Analysis thus becomes easier and can be streamlined, and is 
available immediately (Gingery, 2001). Wright (2006) stated that responses to online 
questionnaires can be transmitted to the researcher immediately via email, or posted 
to an HTML document or database file. This allows researchers to conduct 
preliminary analyses on collected data while waiting for the desired number of 
responses to accumulate. 
Rapid deployment and return times are possible with online questionnaires that 
cannot be attained by traditional methods (Gingery, 2011). Wyse (2012) mentioned 
that electronic questionnaires can be developed in less time compared to other data-
collection methods.  
Furthermore, the use of electronic questionnaires is convenient for respondents.  
Respondents can answer questions at their own time and pace (Gingery, 2011).  
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Respondents may be more willing to share personal information because they are 
not disclosing it directly to another person.  Interviewers can also influence 
responses in some cases (Gingery, 2011). 
 
3.4.2  Disadvantages of using electronic questionnaires 
 
A disadvantage of using electronic questionnaires is that certain populations are less 
likely to have internet access and to respond to online questionnaires (Gingery, 
2011).  
 
Although electronic questionnaires in many fields could achieve response rates 
equal to or slightly higher than that of traditional modes, internet users today are 
constantly bombarded by messages and can easily delete  emails sent to them 
(Gingery, 2011). Further to this Boyer, Olsen and Jackson (2001) explain that one 
cannot be sure if the email has been delivered or received.  
 
A lack of a trained interviewer to clarify and probe can possibly lead to less reliable 
data (Gingery, 2011). Wyse (2012) mentioned that respondents may not feel 
encouraged to provide accurate and honest answers. 
 
When weighing up the advantages and the disadvantages, the researcher decided to 
use electronic questionnaires because it is convenient for respondents to respond to 
an electronic questionnaire and the low cost involved. Data collection is also easier 
to obtain.  The email sent to respondents stipulated that participation is voluntary and 
respondents could opt out at any stage by simply exiting the questionnaire. When 
respondents clicked on the link to the questionnaire they provided their consent. The 
respondents’ email addresses were not recorded which created anonymity and 
confidentiality.  
 
Once the email with the link to the questionnaire had been sent out, the respondents 
were given one work week to respond. However, the researcher extended the period 
in which the questionnaire was open, for an additional two work weeks whereby 
reminder emails were sent out encouraging staff to participate. The Human 
Resource managers in the various offices across South Africa in the mid-tier 
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accounting firm also sent out reminders to staff encouraging participation. The 
reminders increased the participation rates.  
 
3.5  DATA ANALYSIS 
 
Cronbach’s alpha coefficients were calculated for each of the constructs and sub-
constructs to estimate the internal consistency between the items and to confirm the 
reliability of the measuring instruments (Malhotra, 2007). Malhotra (2007) explains 
that an important property of Cronbach’s alpha coefficients is that its value tends to 
increase with an increase in the number of construct items.  
 
Pearson’s product-moment correlation measures the linear relationship between 
variables (Hauke & Kossowski, 2011). The current study calculated Pearson’s 
product-moment correlation coefficients to determine relationships between all the 
constructs and the sub-constructs within the present study. 
 
Analysis of variance (ANOVA) is a statistical method used to test differences 
between two or more means and used to test general rather than specific differences 
among means (Lane, 2013). ANOVA was applied in the current study to calculate 
the possible influence of demographic variables on work engagement, readiness to 
change, process of change and trust in leadership as well as to determine if these 
demographic variables can account for any significant differences (Malhotra, 2007). 
ANOVA was also applied to the sub-constructs within the current study. T-tests were 
applied when there were two variables in the comparison. The t-test assesses 
whether the means of two groups are statistically different from each other (Trochim, 
2006). 
 
Scheffé tests were used to make pairwise comparisons of all the treatment means 
(Malhotra, 2010). Howell (2010) concurs that the Scheffé test is specifically designed 
for the situation in which post hoc comparisons involve more than pairwise 
differences. Cohen’s d is one of the most common ways to measure the size of an 
effect. In the current study Cohen’s d was utilised to indicate the relative strength of 
the relationships (Bowels, 2010). 
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Structural Equation Modelling (SEM) is a very general statistical modelling 
technique, which is widely used in the behavioural science and can be viewed as a 
combination of factor analysis and regression analysis (Hox & Bechger, 1998).  SEM 
was utilised to evaluate the relationships among the set of variables used in the 
model proposed in this study. Confirmatory factor analysis (CFA) is a statistical 
technique used to verify the factor structure of a set of observed variables (Suhr, 
n.d). CFA is a multivariate statistical procedure that is used to test how well the 
measured variables represent the number of constructs (Statistics Solutions, 2012).  
Further to this, CFA is a mechanism that is used to confirm or reject the 
measurement theory (Statistics Solutions, 2012). Within the current study CFA was 
carried out to examine the fit of the measurement model. MS Excel applications and 
Statistica version 12 was applied to analyse the descriptive statistics and inferential 
statistics. AMOS version 23 was utilised to conduct the CFA and SEM.   
 
3.6  RELIABILITY 
 
Table 3.3 below summarises the reliability coefficients of overall work engagement, 
process of change, trust in leadership and readiness to change constructs.  The 
reliability of these constructs were determined by utilising Cronbach’s Alfa reliability 
measure.  
 
Table 3.3: Cronbach's alpha coefficients for the factors (n = 340) 
CONSTRUCT SUB CONSTRUCT ALPHA 
Readiness to change  
Emotional readiness 0.72 
Cognitive readiness 0.74 
Intentional readiness 0.92 
TOTAL 0.74 
Process of change 
Quality of change communication 0.94 
Participation 0.90 
Attitude of top management 0.91 
Support by supervisors 0.83 
TOTAL 0.86 
Work Engagement 
Absorption 0.78 
Dedication 0.87 
Vigour 0.84 
TOTAL 0.80 
Trust in leadership 0.61 
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According to D. Venter a Cronbach coefficient alpha of < 0.7 signifies that a measure 
is reliable (personal communication, July 1, 2015). Even though 0.60 is seen as 
adequate in exploratory research only, Malhotra (2010) has identified that this is a 
suitable indicator of reliability. It is evident from Table 3.3 that all constructs utilised 
in the questionnaire demonstrate adequate reliability, suggesting that there is 
internal consistency.    
Table 3.3 illustrates that the trust in leadership construct has a Cronbach’s 
coefficient alpha of 0.61, signifying that this measure is somewhat reliable. This 
construct has the lowest reliability of all the constructs, however this may be 
attributable to the notion that this construct only contains three items. As the number 
of items that measure a construct increases, reliability is also likely to increase 
(Malhotra, 2010). 
 
3.7  MEASUREMENT MODEL FIT 
 
CFA was carried out to examine the fit of the measurement model, which was 
optimised using the modification indices reported in AMOS. Modification indices offer 
suggested remedies to discrepancies between the proposed and estimated model 
(Hair et al., 2006). The optimisation consisted of adding covariances between 
indicated error terms of the items (D. Venter, personal communication, July 14, 
2015).  
 
The metrics illustrated in Table 3.4 below are extracted from Schreiber, Stage, Kind, 
Nora and Barlow (2006), Hair et al. (2006) and D. Venter (personal communication, 
July 1, 2015). If the indices meet or exceed the metrics mentioned in Table 3.4 
below, it will identify if there is an adequate data fit with the measurement model. 
Goodness of fit is inversely related to sample size and the number of variables in the 
model (Schreiber et al., 2006; Hair et al., 2006). 
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Table 3.4: Indices for single fit model metrics 
Indices for single fit models Recommended 
metrics 
Chi-square ≤ 3 
Bentler-Bonnet Normed Fit Normed Index (NFI) ≥ .92 
Bentler Comparative Fit Index (CFI) ≥ .92 
Joreskog Adjusted GFI (AGFI) ≥ .95 
Root Mean Square Approximation (RMSEA) ≤ .08 
 
For comparing models, lower scores for Akaike Information Criteria (AIC) and 
Browne-Crudeck Criterion (BCC) is deemed more suitable (Shreider et al., 2006; 
Hair et al., 2006; D. Venter, personal communication, July 1, 2015). CFA was not 
conducted for trust in leadership as this construct was only measured by three items 
(D. Venter, personal communication, July 1, 2015). In order to conduct CFA there 
needs to be more than three items that measure a construct “to provide minimum 
coverage of the construct's theoretical domain” (Hair et al., 2006, p.676; D. Venter, 
personal communication, July 1, 2015). The CFA results for work engagement can 
be seen in the table below. 
 
Table 3.5:  Results for CFA for work engagement (17 items) 
Indices for single fit models Value 
Chi-square 1.63 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.97 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.92 
Root Mean Square Approximation (RMSEA) 0.043 
Akaike Information Criterion (AIC) 284.086 
Brown-Crudeck Criterion (BCC) 294.628 
 
As seen from Table 3.5 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.92 which is below the recommended 
0.95 as indicated in Table 3.5. Although not far off from the recommended metrics, it 
is still deemed as a conservative model fit. Further to this, Malhotra (2007) states 
that ≥ 0.90 is a good fit. The CFA for work engagement is an acceptable model fit 
with the data. The CFA results for process of change can be seen in Table 3.6 
below. 
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Table 3.6: Results for CFA for process of change (29 items) 
Indices for single fit models Value 
Chi-square 1.75 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.94 
Bentler Comparative Fit Index (CFI) 0.97 
Joreskog Adjusted GFI (AGFI) 0.86 
Root Mean Square Approximation (RMSEA) 0.047 
Akaike Information Criterion (AIC) 791.381 
Brown-Crudeck Criterion (BCC) 873.711 
 
As seen from Table 3.6 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.86 which is below the recommended 
0.95 which points to a conservative model fit. As all the indices, apart from Jorkskog 
AGFI, display an acceptable fit, the researcher concludes that the CFA results for 
process of change indicate a conservative model fit with the data. The CFA results 
for readiness to change can be seen in Table 3.7 below. 
 
Table 3.7: Results for CFA for readiness to change (13 items) 
Indices for single fit models Value 
Chi-square 1.60 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.98 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.94 
Root Mean Square Approximation (RMSEA) 0.042 
Akaike Information Criterion (AIC) 116.672 
Brown-Crudeck Criterion (BCC) 171.238 
 
Table 3.7 illustrates that Joreskog AGFI is 0.94 and the recommended metric is 0.95. 
There is a small percentage difference from the recommended metric. This points to 
a satisfactory fit. The other indices illustrated in Table 3.7 are all above the 
recommended metrics therefore, the CFA results for readiness to change is 
considered to be an acceptable model fit with the data.  
 
3.8  CONCLUSION 
 
This chapter summarised the research methodology utilised in the study. The 
composition of the sample and the measuring instrument were examined.  Data 
gathering and analysis procedures were discussed. The measuring instrument 
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utilised demonstrated adequate reliability. For the purpose of the current study the 
measurement model was investigated through applying CFA for the purpose of the 
current study. The results from CFA suggested that there was a good model fit with 
the data. The following chapter will outline and present the results obtained in the 
current study.  
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CHAPTER 4 
RESULTS 
 
4.1  INTRODUCTION 
 
As specified in Chapter 1, the main aim of this study is to examine the relationships 
between readiness to change and work engagement within a mid-tier accounting 
firm.  In the previous chapter the research methodology explained the design of the 
study. The aim of the present chapter is to present the results of the study. The data 
received from the questionnaires were downloaded from the Nelson Mandela 
Metropolitan University’s Survey Tool (internal website) and exported into Microsoft 
Excel. Statistica version 12, as well as AMOS version 23, were used to analyse the 
data.  Both descriptive and inferential statistics were utilised and these results are 
presented within this chapter. These results will assist in accepting or rejecting the 
research hypotheses set out in the second chapter.   
 
4.2  QUESTIONNAIRE RESULTS 
 
To gain a better understanding of the results the researcher presented the outcomes 
from the questionnaire with frequency distributions from each construct and sub-
construct measured in tabular format. Each table will illustrate the Standard 
Deviation (Std.D) and Mean (M.) and whether respondents Strongly Disagreed 
(S.D.), Disagreed (D.), had Neutral (N.) responses, Agreed (A.) and Strongly Agreed 
(S.A.) with the items within the questionnaire. Each construct and sub-construct of 
the questionnaire will be discussed in the sections below. The questionnaire can be 
viewed in appendix C.  
 
4.2.1  Work engagement 
 
Work engagement was measured on a rating scale of one to five, with a score of one 
suggesting very low engagement and a score of five suggesting very high 
engagement. For ease of analysis the mean scores are interpreted in Table 4.1.  
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Table 4.1: Interpretation of mean scores: Work Engagement 
Mean scores Description 
1.0 – 1.7 very low score on work engagement or sub-construct 
1.8 – 2.5 low score on work engagement or sub-construct 
2.6 – 3.3 medium score on work engagement or sub-construct 
3.4 – 4.1 high score on work engagement or sub-construct 
4.2 – 5.0 very high score on work engagement or sub-construct 
 
Work engagement was measured through the following sub-constructs: absorption, 
dedication and vigour.  The descriptive statistics for results on work engagement’s 
sub-construct of absorption are discussed below: 
 
4.2.1.1  Frequency distribution for work engagement: Absorption 
 
Items 1.1 to 1.6 in the questionnaire measured the absorption sub-construct of work 
engagement. The results identified from the absorption items are illustrated in Table 
4.2 below: 
 
Table 4.2: Frequency Distribution: Absorption (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.1. Time flies when I am working. 4.29 0.83 0% 2% 15% 32% 50% 
1.2. When I am working, I forget everything 
else around me. 3.51 0.87 1% 10% 36% 41% 11% 
1.3. I feel happy when I am working 
intensely. 3.76 0.84 1% 4% 33% 43% 19% 
1.4. I am immersed in my work. 3.74 0.81 1% 4% 31% 48% 16% 
1.5. I get carried away when I am working. 3.52 0.89 2% 8% 38% 40% 12% 
1.6. It is difficult to detach myself from my 
job. 3.07 1.10 9% 20% 32% 30% 8% 
 
From Table 4.2 it is apparent that the largest portion of respondents perceived that 
time passes by quickly when they are working (32 percent agree and 50 percent 
strongly agree).  Item 1.2 illustrates that 41 percent of respondents agree and 11 
percent strongly agree that when they are working they forget everything else around 
them.  It is also evident from item 1.3 that 43 percent of respondents agree and 19 
percent strongly agree that they are happy when they work intensely.  Item 1.4 
illustrates that 48 percent of respondents agree and 19 percent of respondents 
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strongly agree that they are immersed in their work. Item 1.5 referred to employees 
that get carried away when they are working. Thirty-eight percent of respondents had 
a neutral response to this questions, this could possibly indicate a lack of 
understanding regarding the item. However, Item 1.5 illustrates that 40 percent of 
respondents agree and 12 percent strongly agree that they get carried away when 
they are working.  Item 1.6 illustrates that 30 percent of respondents agree and eight 
percent of respondents strongly agree that it is difficult to detach themselves from 
their jobs. 
 
4.2.1.2  Frequency distribution for work engagement: Dedication 
 
Items 1.7 to 1.11 in the questionnaire measured the dedication sub-construct of work 
engagement. The results from the dedication items are illustrated in Table 4.3 below: 
 
Table 4.3: Frequency Distribution: Dedication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.7. I find the work that I do full of meaning 
and purpose. 3.57 0.92 4% 5% 36% 41% 14% 
1.8. I am enthusiastic about my job. 3.70 0.94 1% 9% 28% 41% 21% 
1.9. My job inspires me. 3.49 0.99 4% 10% 36% 35% 16% 
1.10. I am proud of the work that I do. 4.11 0.83 1% 2% 19% 42% 36% 
1.11. To me, my job is challenging. 3.84 0.91 1% 6% 26% 43% 25% 
 
From Table 4.3 it is evident that 41 percent of respondents are in agreement that 
they find the work they do to be meaningful and purposeful. Item 1.8 indicates that 
41 percent of respondents agree and 21 percent strongly agree that they feel 
enthusiastic about their job. Further to this, 35 percent of respondents agree and 16 
percent strongly agree that their jobs inspire them (item 1.9). Item 1.10 indicates that 
42 percent of respondents agree and 36 percent strongly agree that they are proud 
of the work that they do. From item 1.11 it is clear that 43 percent of respondents 
agree and 25 strongly agree that they found their jobs to be challenging.  
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4.2.1.3  Frequency distribution for work engagement: Vigour 
 
Items 1.12 to 1.17 in the questionnaire measured the vigour sub-construct of work 
engagement. The results from the vigour items are illustrated in Table 4.4 below. 
 
Table 4.4: Frequency Distribution: Vigour (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.12. At work, I feel bursting with energy. 3.14 0.89 4% 18% 45% 29% 5% 
1.13. When I get up in the morning, I feel like 
going to work. 3.09 1.07 9% 18% 36% 30% 8% 
1.14. I can continue working for very long 
periods at a time. 3.58 0.98 3% 9% 31% 40% 17% 
1.15. At my job, I am very resilient, mentally. 3.62 0.75 1% 4% 38% 47% 10% 
1.16. At my job, I feel strong and vigorous. 3.42 0.80 1% 10% 41% 41% 6% 
1.17. At my work I always persevere, even 
when things do not go well. 3.89 0.78 0% 4% 24% 51% 21% 
 
From Table 4.4 it is apparent that a big percentage of the respondents gave an 
impartial score with item 1.12 and item 1.13 suggesting that they possibly did not 
understand the items or they are possibly unsure whether they are bursting with 
energy at work or if they feel like going to work when they wake up in the morning.  
 
Item 1.14 indicates that 40 percent of respondents agree and 17 percent of 
respondents strongly agree that they can continue working for long periods at a time. 
Item 1.15 indicates that 47 percent of respondents agree and 10 percent of 
respondents strongly agree that they are mentally very strong in their jobs. From 
item 1.16 it is evident that 41 percent of respondents agree and six percent strongly 
agree that they feel strong and vigorous in their jobs. Fifty-one percent of 
respondents agree and 21 percent of respondents strongly agree that they always 
persevere in their jobs even when things do not go well. 
 
Table 4.5: Descriptive statistics for scores on work engagement and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Absorption 3.65 3.67 1.17 5.00 0.62 - 0.303 0.110 
Dedication 3.74 3.80 1.00 5.00 0.74 - 0.459 0.253 
Vigour 3.46 3.50 1.00 5.00 0.66 - 0.334 0.114 
Work engagement 3.62 3.64 1.06 5.00 0.57 - 0.494 0.771 
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From Table 4.5 it is apparent that the overall mean score for absorption was 3.65, 
indicating a high score of absorption with a standard deviation of 0.62.  The overall 
mean score for dedication was 3.74 indicating a high score of dedication with a 
standard deviation of 0.74.  The mean score for vigour was 3.46 indicating a high 
score of vigour with a standard deviation of 0.66.  Work engagement has a mean 
score of 3.62, indicating that there are high levels of work engagement within the 
sample.  
 
The work engagement total, as well as absorption, dedication and vigour suggest 
that the data is negatively skewed, as the construct and sub-constructs are less than 
-1.00 (Venter, D. personal communication, 27 September, 2015). With all the 
skewness coefficients demonstrating negative signs, it is an indication of a 
negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.2  Process of change 
 
Process of change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores with regards to process of change and a score of 
five suggesting very high scores with regards to process of change. For ease of 
analysis, the mean scores are interpreted in Table 4.6.  
 
Table 4.6: Interpretation for mean scores: Process of change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on process of change or sub-construct 
1.8 – 2.5 low score on process of change or sub-construct 
2.6 – 3.3 medium score on process of change or sub-construct 
3.4 – 4.1 high score on process of change or sub-construct 
4.2 – 5.0 very high score on process of change or sub-construct 
 
The process of change construct was measured by the following sub-constructs: 
quality of change communication, participation, attitude of top management towards 
change, and support by supervisors. The following sections will discuss the 
descriptive statistics of each sub-construct measuring process of change. The first 
sub-construct that will be discussed is quality of change communication.  
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4.2.2.1 Frequency distribution for process of change: Quality of change 
communication 
 
Items 2.1 to 2.8 in the questionnaire measured the quality of change communication 
sub-construct of the process of change construct. The results from the quality of 
change communication items are illustrated in the Table 4.7 below. 
 
Table 4.7: Frequency Distribution: Quality of change communication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
2.1. I am regularly informed on how the 
change is going. 2.94 1.12 12% 21% 34% 25% 8% 
2.2. There is good communication between 
project leaders and staff members about the 
organisations policy towards changes. 
2.88 1.10 13% 23% 35% 24% 6% 
2.3. Information provided on change is clear. 2.87 1.09 12% 25% 33% 25% 5% 
2.4. Information concerning the changes 
reaches us mostly as rumours. 3.13 1.17 9% 24% 28% 27% 13% 
2.5. We are sufficiently informed of the 
progress of change. 2.79 1.08 14% 24% 37% 19% 6% 
2.6. Management team keeps all 
departments informed about its decisions. 2.80 1.09 14% 25% 35% 21% 6% 
2.7. Two-way communication between the 
management team and the departments are 
very good. 
2.81 1.10 14% 24% 33% 24% 5% 
2.8. Management team clearly explains the 
necessity of the change 2.80 1.09 14% 24% 34% 23% 5% 
 
Item 2.1 illustrates that 25 percent of respondents are in agreement and eight 
percent of respondents strongly agree that they perceive to be regularly informed on 
how change is going. Twenty one percent of respondents believed that they are not 
informed on how change is going. Item 2.2 indicates that there are varying 
perceptions about whether the communication amongst staff members and project 
leaders is good during a change process.  Item 2.3 indicates that 12 percent of 
respondents strongly agree and 25 percent agree that information provided on 
change was not clear.  Fourty percent of respondents believe that information 
concerning changes reaches them as rumours (Item 2.4). This concurs with the 
previous item’s outcome that information regarding change in unclear.  Twenty-four 
percent of respondents perceived that they are not informed regarding the progress 
of change. This item also indicated that a big percentage (37%) provided an impartial 
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response to this item. As illustrated by item 2.6 14 percent of respondents strongly 
agree and 25 percent agree that the management teams do not keep all 
departments informed about decisions made during a change process. Item 2.7 
indicates that 38 percent of respondents believe that two-way communication 
between the management teams and departments are not good during change. 
From item 2.8 it can be seen that a large percentage of respondents (38%) indicated 
that they perceive that the management team does not explain the necessity of 
change that is taking place.  
4.2.2.2  Frequency distribution for process of change: Participation 
 
Items 3.1 to 3.11 in the questionnaire measured the participation sub-construct of the 
process of change construct. The results from the participation items are illustrated 
in Table 4.8 below. 
 
Table 4.8: Frequency Distribution: Participation (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
3.1. Changes are always discussed with all 
people concerned. 2.76 1.15 17% 23% 34% 19% 7% 
3.2. Those who implement change, have no 
say in developing the proposal. 2.80 0.91 9% 24% 50% 13% 4% 
3.3. Decisions concerning work are taken in 
consultation with the staff who are affected. 2.71 1.05 16% 24% 38% 19% 4% 
3.4. My department’s management team 
takes account of the staff’s remarks. 3.00 1.03 10% 17% 43% 24% 6% 
3.5. Departments are consulted about the 
change sufficiently. 2.75 1.05 14% 24% 40% 18% 5% 
3.6. Staff members were consulted about the 
reasons for change. 2.74 1.03 14% 25% 39% 19% 4% 
3.7. Front line staff and office workers can 
raise topics for discussion. 2.95 1.04 10% 21% 39% 24% 6% 
3.8. Our department provide sufficient time 
for consultation. 2.76 1.05 14% 22% 41% 18% 4% 
3.9. It is possible to talk about outmoded 
regulations and ways of working. 2.99 0.97 10% 14% 49% 23% 4% 
3.10. The way change is implemented leaves 
little room for personal input. 3.02 1.03 7% 23% 39% 22% 8% 
3.11. Staff members are sufficiently involved 
in the implementation of the changes by our 
departments senior managers. 
2.76 0.96 12% 23% 45% 18% 2% 
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From Table 4.8 it is evident that 17 percent of respondents strongly agree and 23 
percent of the respondents agree that changes are not always discussed with all 
people concerned (Item 3.1).  Item 3.2 illustrates that half of the respondents gave a 
neutral response indicating that they possibly did not understand the item or it could 
also possibly suggest that the respondents do not know whether those who 
implement change are a part of developing the proposal for change. Item 3.3 
indicates that 38 percent of respondents do not know if other staff are consulted 
regarding whether change affects them. The majority of respondents gave a neutral 
response to item 3.4 indicating the possibility of them not understanding the item 
fully, or they do not know whether their department’s management team takes the 
staff members’ remarks into account during a change process.  
 
Thirty percent of respondents agree that their department’s management team takes 
their remarks into account during change. Item 3.5 indicates that 40 percent of the 
respondents gave a neutral response and a big percentage of the respondents 
perceive that departments are not consulted about changes sufficiently. This 
suggests that respondents perceive that departments are not consulted regarding 
the changes that are going to be implemented or they are not aware of consultation 
taking place. From item 3.6 to 3.11 the majority of respondents indicated a neutral 
response to the items.  
 
4.2.2.3 Frequency distribution for process of change: Attitude of top 
management toward change 
 
Items 4.1 to 4.3 in the questionnaire measured the attitude of top management 
toward change sub-construct of the process of change construct. The results from 
this sub-construct are illustrated in Table 4.9 below. 
 
Table 4.9: Frequency Distribution: Attitude of top management toward change (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
4.1. Management team has a positive vision 
of the future. 3.49 1.02 4% 10% 35% 34% 17% 
4.2. Management team is actively involved 
with the changes. 3.43 1.00 4% 13% 34% 35% 14% 
4.3. Management team supports the change 
process unconditionally. 3.31 1.03 5% 14% 38% 30% 13% 
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From Table 4.9 it is evident that 17 percent of respondents strongly agree and 34 
percent of respondents agree that their management team has a positive vision for 
the future.  Forty-nine percent of respondents perceive their management team to be 
actively involved with changes (Item 4.2). Item 4.3 indicates that the majority of the 
respondents gave a neutral response. This could imply that they are unsure whether 
their management team supports the change process unconditionally. Thirty-three 
percent of the respondents perceive that their management team supports the 
change process unconditionally.  
 
4.2.2.4  Frequency distribution for process of change: Support by supervisors 
 
Items 5.1 to 5.7 in the questionnaire measured the support by supervisors sub-
construct of the process of change construct.  The results from this sub-construct are 
illustrated in Table 4.10 below. 
 
Table 4.10: Frequency Distribution: Support by supervisors (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
5.1. Our department’s senior managers pay 
sufficient attention to the personal 
consequences that the changes could have 
for their staff members. 
3.06 1.10 11% 17% 36% 27% 9% 
5.2. Our department’s senior managers 
coach us very well about implementing the 
change. 
3.02 1.08 11% 17% 39% 26% 8% 
5.3. Our department’s senior managers have 
trouble in adapting their leadership styles to 
the changes. 
2.75 1.10 13% 30% 34% 16% 8% 
5.4. My manager does not seem very keen to 
help me find a solution if I have a problem. 2.23 1.16 34% 29% 22% 11% 4% 
5.5. If I experience any problems, I can 
always turn to my manager for help. 3.79 1.11 4% 9% 24% 32% 32% 
5.6. My manager can place herself/himself in 
my position. 3.38 1.11 6% 14% 32% 31% 17% 
5.7. My manager encourages me to do things 
that I have never done before. 3.66 1.11 6% 8% 27% 34% 25% 
 
From Table 4.10 it is clear that 36 percent perceive that their department’s senior 
managers pay sufficient attention to the personal consequences that the changes 
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could have on their staff and 36 percent are unsure if their senior management pays 
attention to the personal consequence. 
Item 5.2 illustrates that 39 percent of the respondents furnish a neutral response. 
This could imply that they do not understand the item or they are unacquainted that 
their department’s senior managers coach the staff on change implementation. Item 
5.3 indicates that 13 percent of respondents strongly disagree and 30 percent of 
respondents disagree that their senior managers have trouble adapting their 
leadership styles to the changes.  Thirty-four percent of respondents strongly 
disagree and 29 percent disagree that their managers do not seem willing to help 
them find solutions if they have problems (Item 5.4).  
Thirty-two percent of respondents strongly agree and 32 percent of respondents are 
in agreement that they can always turn to their managers when they experience any 
problems (Item 5.5). Item 5.6 illustrates that a large percentage of the respondents 
(31 percent agree and 17 percent strongly agree) perceive that their managers can 
place themselves in the respondents’ position when going through change 
processes.  From item 5.7 it is clear that there is a large percentage of respondents 
that feel their managers encourage them to do things they have never done before. 
Table 4.11 illustrates the overall frequency distribution scores for the process of 
change construct.  
Table 4.11: Descriptive statistics for scores on process of change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Quality of change 
communication 2.85 3.00 1.00 5.00 0.94 - 0.016 - 0.498 
Participation 2.87 3.00 1.09 4.82 0.73 - 0.080 - 0.048 
Attitude of top 
management toward 
change 
3.41 3.33 1.00 5.00 0.94 - 0.259 - 0.204 
Support by supervisors 3.42 3.43 1.00 5.00 0.78 - 0.191 0.131 
Process of change 3.14 3.15 1.09 4.95 0.72 - 0.055 - 0.157 
 
As can be seen in Table 4.11, the mean score for the quality of change 
communication sub-construct (m = 2.85) falls into the medium range with a standard 
deviation of 0.94.  The participation sub-construct has a mean score of 2.87 which 
indicates a medium score with a standard deviation of 0.73. The overall mean score 
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for the attitude of top management sub-construct was 3.41 which falls into a high 
range with a standard deviation of 0.94. The support by supervisor sub-construct 
presented a high score (m =3.42) with a standard deviation of 0.78.  
 
The process of change construct has a mean score of 3.14 and a standard deviation 
of 0.72. This implies that there is a medium score towards process of change.  The 
process of change total, as well as quality of change communication, participation, 
attitude of top management towards change and support by supervisors suggest that 
the data is negatively skewed, as they are less than -1.00.  
 
With all the skewness coefficients demonstrating negative signs, it is an indication of 
a negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.3  Trust in leadership 
 
Trust in leadership was measured on a rating scale of one to five, with a score of one 
suggesting very low scores with regards to trust in leadership and a score of five 
suggesting very high scores with regards to trust in leadership. For ease of analysis, 
the mean scores are interpreted in Table 4.12. The sections below will discuss the 
descriptive statistics of this construct.  
 
Table 4.12: Interpretation for mean scores: Trust in leadership (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on trust in leadership 
1.8 – 2.5 low score on trust in leadership 
2.6 – 3.3 medium score on trust in leadership 
3.4 – 4.1 high score on trust in leadership 
4.2 – 5.0 very high score on trust in leadership 
 
4.2.3.1   Frequency distribution for Trust in Leadership 
 
Items 6.1 to 6.3 in the questionnaire measured the construct of trust in leadership.  
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Table 4.13: Frequency Distribution: Trust in Leadership (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
6.1. The management team consistently 
implements its policies in all departments. 3.10 1.05 9% 14% 43% 26% 8% 
6.2. The management team fulfils its 
promises. 3.02 1.05 11% 15% 43% 24% 7% 
6.3. If I make mistakes, my manager holds 
them against me. 2.49 1.22 27% 24% 28% 14% 7% 
 
From Table 4.13 it is clear that 43 percent of respondents gave a neutral response to 
item 6.1 which suggest that respondents did not fully understand the question or they 
are unsure whether management consistently implements policies in all departments 
during change. Item 6.2 indicates that the majority of respondents gave a neutral 
response which could imply uncertainty around the fact that management fulfils their 
promises or respondents did not fully understand the question. Item 6.3 illustrated 
varying perceptions regarding whether the management team fulfils its promises.  A 
large percentage of respondents perceived that their managers do not hold the 
mistakes they make against them.  
Table 4.14: Descriptive statistics for scores on trust in leadership (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Trust in leadership 3.21 3.33 1.00 5.00 0.83 - 0.129 - 0.006 
 
The mean score of trust in leadership is 3.21 indicating a medium score with a 
standard deviation of 0.83. Although there are a percentage of respondents who 
perceive that trust in leadership exists, the medium score indicates that there is also 
room for improvement when it comes to trust in leadership for the mid-tier accounting 
firm.  
 
The trust in leadership total suggests that the data is negatively skewed, as the 
construct is less than -1.00. The negative sign is an indication of a negatively 
skewed distribution. 
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4.2.4  Readiness to change 
 
Readiness to change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores on readiness to change and a score of five 
suggesting very high scores on readiness to change. For ease of analysis, the mean 
scores were are interpreted in Table 4.15.  
 
Table 4.15: Interpretation for mean scores: Readiness to change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on readiness to change or dimension 
1.8 – 2.5 low score on readiness to change or dimension 
2.6 – 3.3 medium score on readiness to change or dimension 
3.4 – 4.1 high score on readiness to change or dimension 
4.2 – 5.0 very high score readiness to change or dimension 
 
The readiness to change construct was measured by the following sub-constructs: 
emotional readiness to change, intentional readiness to change, and cognitive 
readiness to change. The following sections will discuss the descriptive statistics of 
these sub-constructs. 
 
4.2.4.1   Frequency distribution for readiness to change: Emotional readiness 
 
Items 7.1 to 7.5 in the questionnaire measured the emotional readiness sub-
construct. The results from the emotional readiness items are illustrated in Table 
4.16 below. 
 
Table 4.16: Frequency Distribution: Emotional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.1. I have a good feeling about the change 
project. 3.30 0.92 4% 10% 48% 29% 9% 
7.2. I experience the change as a positive 
process. 3.47 0.93 3% 9% 39% 37% 12% 
7.3. I find the change refreshing. 3.49 0.95 3% 10% 37% 36% 14% 
7.4. I am somewhat resistant to change. 2.46 1.01 18% 36% 31% 13% 3% 
7.5. I am quite reluctant to accommodate and 
incorporate changes into my workplace. 2.41 1.03 20% 37% 28% 12% 3% 
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From Table 4.16 it is apparent that 48 percent of respondents provided an impartial 
response to item 7.1, possibly suggesting they were unsure about their feelings 
toward the change projects that have occurred within the firm. Item 7.2 indicates that 
37 percent of respondents agree and 12 percent of respondents strongly agree that 
change is a positive process.  
Thirty-six percent of the respondents agree and 14 percent of respondents strongly 
agree that change is refreshing (Item 7.3).  Item 7.4 illustrates that 36 percent of 
respondents disagree and 18 percent of respondents strongly disagree that they are 
resistant towards change.  Further to this, item 7.5 indicates that 37 percent of 
respondents disagree and 20 percent of respondents strongly disagree that they are 
reluctant to accommodate and incorporate changes into the workplace.  
 
4.2.4.2  Frequency distribution for readiness to change: Cognitive readiness 
 
Items 7.6 to 7.10 in the questionnaire measured the cognitive readiness sub-
construct of the readiness to change construct. The results from the cognitive 
readiness items are illustrated in Table 4.17 below. 
 
Table 4.17: Frequency Distribution: Cognitive readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.6. I think that most changes will have a 
negative effect on the clients we serve. 2.24 0.95 25% 38% 28% 8% 1% 
7.7. Plans for future improvement will not 
come to much. 2.79 0.87 9% 22% 53% 14% 2% 
7.8. Most change projects that are supposed 
to solve problems around here will not do 
much good. 
2.67 1.02 13% 30% 38% 14% 5% 
7.9. The change will improve work. 3.41 0.88 3% 9% 43% 36% 9% 
7.10. The change will simplify work. 3.26 0.91 4% 12% 46% 31% 8% 
 
Item 7.6 from Table 4.17, suggests that 63 percent of respondents are of the view 
that they do not perceive that the changes will have a negative effect on clients. 
From item 7.7 it is clear that 53 percent of respondents gave a neutral response 
which could indicate that they did not understand the item fully or they are unsure 
whether there are more changes coming up in the near future.   
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Item 7.8 illustrates that most of the respondents positively perceive that the change 
projects will solve problems. Thirty-six percent of respondents perceive the change 
will improve their work (Item 7.9). Fourty-three percent presented an impartial 
response to this item which could imply that they are unsure how the change will 
improve their work.   
Item 7.10 suggests that 46 percent of respondents presented an impartial response 
which could indicate that they are uncertain as to how the change will simplify their 
work.   
 
4.2.4.2  Frequency distribution for readiness to change: Intentional readiness 
 
Items 7.11 to 7.13 in the questionnaire measured the intentional readiness sub-
construct. The results from the intentional readiness items are illustrated in Table 
4.18 below. 
 
Table 4.18: Frequency Distribution: Intentional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.11. I want to devote myself to the process 
of change. 3.55 0.84 2% 5% 43% 37% 13% 
7.12. I am willing to make a significant 
contribution to the change. 3.80 0.80 1% 2% 33% 44% 20% 
7.13. I am willing to put energy into the 
process of change. 3.81 0.78 1% 1% 32% 46% 19% 
 
Table 4.18 suggests that half of the respondents devote themselves to the 
processes of change. Fourty-four percent of respondents agree and 20 percent of 
respondents strongly agree that they are willing to make significant contributions to 
change processes (Item 7.12). This item also indicates that a small percentage of 
the respondents are not willing to make a contribution to change.  
 
Item 7.13 indicates that 46 percent of respondents agree and 19 percent strongly 
agree that they are willing to put energy into the process of change. This item further 
indicates that a very small percentage of respondents are not willing to put energy 
into the process of change. Table 4.19 illustrates the overall frequency distribution 
for readiness to change.  
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Table 4.19: Descriptive statistics for scores on readiness to change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Emotional Readiness 3.48 3.40 1.80 5.00 0.67 0.219 - 0.027 
Cognitive Readiness 3.40 3.40 1.40 5.00 0.65 0.116 0.348 
Intentional Readiness 3.72 3.67 1.00 5.00 0.75 - 0.126 0.184 
Readiness to change 3.53 3.49 2.16 5.00 0.56 0.366 - 0.181 
 
As can be seen in Table 4.19, the mean score for emotional readiness (m = 3.48) 
falls into the high range with a standard deviation of 0.67.  Cognitive readiness has a 
mean score of 3.40 with a standard deviation of 0.65. The overall mean score for 
intentional readiness is 3.72 which falls into a high range with a standard deviation of 
0.75. The overall readiness to change construct has a mean score of 3.53 which 
suggests a high score. While the distribution of responses for intentional readiness is 
negatively skewed, the distribution of responses for emotional readiness and the 
overall readiness to change construct are positively skewed. Cognitive readiness 
displays a symmetric distribution of responses. The next section will discuss the 
differences in the sample for demographic variables.  
 
4.3  DEMOGRAPHIC VARIABLE ANALYSIS 
 
The following sections explain the differences in the demographic variables of this 
study. The study measured the following demographic variables: age, job categories, 
gender, language, race and office location of the mid-tier accounting firm.  
 
The statistical significance of differences was determined by examining variations in 
mean scores of demographic groups, for instance age, job category and office 
location, based on the psychometric constructs in the study and their corresponding 
sub-constructs. When there are more than two categories present in a demographic 
group it is necessary to conduct an analysis of variance (ANOVA).  
 
Although the ANOVA will highlight that there are significant differences between the 
means, it does not point out where the significant difference lies when there are 
more than two groups (Hair et al., 2006). Therefore, it is also necessary to utilise the 
Scheffé method to identify where the differences exist.  
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Cohen’s d was also calculated to determine the approximate strength of the 
difference.  A value of 0.20 and above for Cohen’s d is considered to indicate a small 
practical significance, whereas a value of 0.50 and above indicates a medium 
practical significance and 0.80 and above indicates a large practical significance 
(Gravetter & Wallnau, 2009).  
 
The scores of age, office location, language and job category demographics were 
examined for differences in mean scores, but only statistical differences that were 
found will be presented in this section. The results for the ANOVA based on the 
scores of the four age groups are presented in Table 4.20. 
 
Table 4.20: ANOVA of Age 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 339 5.381 0.001 
Dedication 339 1.388 0.246 
Vigour 339 3.787 0.110 
Process of change sub-constructs 
Quality of change communication 339 1.480 0.220 
Participation 339 0.317 0.813 
Attitude of top management 339 1.216 0.304 
Support by supervisors 339 1.446 0.229 
Readiness to change sub-constructs 
Emotional readiness 339 0.487 0.692 
Cognitive readiness 339 0.304 0.822 
Intentional readiness 339 1.746 0.157 
Construct totals 
Work engagement 339 4.335 0.005 
Process of change 339 0.567 0.637 
Trust in leadership 339 0.363 0.780 
Readiness to change 339 0.189 0.904 
 
As can be seen in Table 4.20 the p-value for absorption is indicated at 0.001 and 
work engagement indicated at 0.005 suggesting a significant difference in the mean 
scores of absorption and overall work engagement for respondents with different age 
groups.  A post hoc Scheffé test was calculated and the differences in these age 
groups for absorption and work engagement are reflected in Table 4.21 and Table 
4.22 below. 
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Table 4.21: Scheffé test for age on absorption 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.009 0.862 0.039 3.53 0.44 
30-39 yrs 
  0.467 0.984 3.80  
40-49 yrs 
   0.423 3.62  
50+ 0.039 
   3.84 0.52 
 
From Table 4.21 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of absorption (p 
= 0.009). Older respondents (30-39) have a higher mean score than younger 
respondents (20-29) for absorption and this has a small practical significance 
(Cohen’s d = 0.44).  This suggests that the respondents within the 30-39 age group 
have higher levels of absorption than those within the 20-29 age group. Further to 
this, there is a significant difference between respondents aged 20-29 years and 
those aged 50+ years in terms of absorption (p = 0.039). The older respondents 
(50+) have a higher mean score than younger respondents (20-29) for absorption 
and this has a medium practical significance (Cohen’s d = 0.52). This suggests that 
the respondents within the 50+ age group have higher levels of absorption than 
those within the 20-29 age group.  
 
Table 4.22: Scheffé test for age on work engagement 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.027 0.587 0.077 3.51 0.41 
30-39 yrs 
  0.865 0.987 3.73  
40-49 yrs 
   0.783 3.64  
50+ 
    3.77  
 
From Table 4.22 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of work 
engagement (p = 0.027). Older respondents (30-39) have a slightly higher mean 
score than younger respondents (20-29) for work engagement and this has a small 
practical significance (Cohen’s d = 0.41). The results for the ANOVA based on the 
scores of the four job categories are presented in Table 4.23. 
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Table 4.23: ANOVA of job category 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 334 3.141 0.018 
Dedication 334 3.894 0.009 
Vigour 334 8.213 0.0005 
Process of change sub-constructs 
Quality of change communication 334 3.756 0.011 
Participation 334 4.223 0.006 
Attitude of top management 334 3.246 0.022 
Support by supervisors 334 0.610 0.609 
Readiness to change sub-constructs 
Emotional readiness 334 3.657 0.013 
Cognitive readiness 334 6.759 0.0005 
Intentional readiness 334 1.290 0.278 
Construct totals 
Work engagement 334 6.616 0.0005 
Process of change 334 3.421 0.018 
Trust in leadership 334 0.819 0.484 
Readiness to change 334 4.296 0.005 
 
As is evident from the Table 4.23, absorption (p = 0.018), dedication (p = 0.009) and 
vigour (p = 0.0005) all had p-values of less than 0.05 indicating a significant 
difference in mean scores when related to the type of job category.  
 
Furthermore, quality of change communication (p = 0.011), participation (p = 0.006) 
and attitude of top management (p = 0.022) all had p-values of less than 0.05 
indicating a significant difference in mean scores when related to the type of job 
category. Emotional readiness (p = 0.013) and cognitive readiness (p = 0.0005) 
indicated significant differences in mean scores relating to job categories. Further to 
this, Table 4.23 indicates that work engagement (p = 0.0005), process of change (p 
= 0.018) and readiness to change (p = 0.005) indicated significant differences in 
mean scores relating to job categories.  
 
Once statistical significance was implied, it was necessary to conduct a post hoc 
Scheffé test on the significant constructs to determine where the differences lie 
concerning job categories.  The results indicated that there was no detectable 
significance regarding the mean scores for absorption, emotional readiness and 
readiness to change.  The results for dedication, vigour and work engagement are 
reflected in Table 4.24, Table 4.25 and Table 4.26 below.  
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Table 4.24: Scheffé test for job category on dedication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration Mean 
Cohen’s 
d 
Top Management 
 0.218 0.194 0.010 4.02 0.60 
Middle Management 
  0.997 0.356 3.76  
Trainee Accountant 
   0.526 3.74  
Administration 
    3.57  
 
From Table 4.24 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of dedication (p = 
0.010) with a medium practical significance (Cohen’s d = 0.060). Top management 
displays higher levels of dedication (m = 4.02) than the administration job category 
(m = 3.57). 
 
Table 4.25: Scheffé test for job category on vigour 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.66 0.009  3.79 0.68 
Middle Management 
  0.746 0.040 3.50 0.40 
Trainee Accountant 
   0.400 3.40  
Administration 0.0005 
   3.23 0.87 
 
From Table 4.25 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of vigour (p = 0.0005). 
The job category of top management has a higher mean score than administration 
for vigour and this has a large practical significance (Cohen’s d = 0.87). Further to 
this, Table 4.25 indicates that there is a significant difference between the job 
categories of trainee accountant and top management in terms of vigour (p = 0.009). 
Top management once again has a higher mean score than trainee accountant for 
vigour, and this has a medium practical significance (Cohen’s d = 0.68). Table 4.25 
indicates a small practical significance between the scores of administration and 
middle management with a Cohen’s d of 0.40. These results suggest that top 
management displays higher levels of vigour than the job categories of 
administration, trainee accountant and middle management.  
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Table 4.26: Scheffé test for job category on work engagement 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Accoun-
tant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.121 0.014  3.88 0.70 
Middle Management 
  0.685 0.096 3.66  
Trainee Accountant 
   0.655 3.56  
Administration <0.0005 
   3.45 0.77 
 
Table 4.26 illustrates that there is a significant difference between the job categories 
of top management and trainee accountant in terms of overall work engagement (p = 
0.014). Top management has a higher mean score than trainee accountant for work 
engagement and this has a medium practical significance (Cohen’s d = 0.70).  
Further to this, Table 4.26 illustrates that there is a significant difference between the 
job categories of top management and administration in terms of overall work 
engagement (p < 0.0005).  In this instance, top management displays slightly higher 
work engagement (m = 3.88) than administration (m = 3.45). This difference has a 
medium practical significance between the scores of administration and top 
management with a Cohen’s d of 0.77. 
 
Further post hoc Scheffé tests were calculated and the differences in the job 
category groups for quality of change communication, participation, attitude of top 
management and process of change are reflected in Table 4.27, Table 4.28, Table 
4.29 and Table 4.30 below. 
 
Table 4.27 below illustrates that there is a significant difference between the job 
categories of middle management and trainee accountant in terms of quality of 
change communication (p = 0.038). The job category of middle management has a 
lower mean score than administration in terms of quality of change communication 
and this has a small practical significance (Cohen’s d = 0.42). 
 
Table 4.27: Scheffé test for job category on quality of change communication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.640 0.752 0.602 2.92  
Middle Management 
  
0.038 0.998 2.27 0.42 
Trainee Accountant 
   
0.050 3.10 0.44 
Administration 
    2.69  
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Further to this, Table 4.27 illustrates that there is a significant difference between the 
job categories of trainee accountant and administration in terms of quality of change 
communication (p = 0.050). Trainee accountant once again has a higher mean score 
than administration for quality of change communication and this has a small 
practical significance (Cohen’s d = 0.44). These results suggest that trainee 
accountants perceived quality of change communication to be more satisfactory (m = 
3.10) than what middle management (m = 2.27) and administration (m = 2.69) 
perceive it to be.  
 
Table 4.28: Scheffé test for job category on participation 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.173 0.874 0.022 3.09 0.56 
Middle Management 
  0.454 0.637 2.82  
Trainee Accountant 
   0.069 2.99  
Administration 
    2.68  
 
 
From Table 4.28 above, it is evident that there is a significant difference between the 
job categories of top management and administration in terms of participation (p = 
0.022). The job category of top management has a higher mean score than 
administration for participation and this has a medium practical significance (Cohen’s 
d = 0.56).  
 
Table 4.29: Scheffé test for job category on attitude of top management 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.859 0.846 0.417 3.48  
Middle Management 
  0.196 0.755 3.35  
Trainee Accountant 
   
0.034 3.36 0.48 
Administration 
    3.20  
 
Table 4.29 illustrates that there is a significant difference between the job categories 
of trainee accountant and administration in terms of the perception they have of top 
management’s attitude towards change (p = 0.034). The job category of trainee 
accountant has a slightly higher mean score than administration which has a small 
practical significance (Cohen’s d = 0.48).   
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From Table 4.30 it is evident that there is a significant difference between the job 
categories of trainee accountant and administrative staff in their perceptions of the 
process of change (p = 0.047). The job category of trainee accountant has a higher 
mean score than administration for process of change and this has a small practical 
significance (Cohen’s d = 0.46).  
 
Table 4.30: Scheffé test for job category on process of change 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 0.544 0.987 0.227 3.25  
Middle Management 
  0.182 0.843 3.08  
Trainee Accountant 
   
0.047 3.30 0.46 
Administration 
    2.98  
 
A post hoc Scheffé test was calculated and the differences in the job category 
groups for cognitive readiness are reflected in Table 4.31. 
 
Table 4.31: Scheffé test for job category on cognitive readiness 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 
0.045 0.986 0.156 3.55 0.48 
Middle Management 
  
0.002 0.987 3.25 0.57 
Trainee Accountant 
   
0.025 3.60 0.49 
Administration 
    3.29  
 
Table 4.31 illustrates that there is a significant difference between the job categories 
of top management and middle management in terms of cognitive readiness (p = 
0.045). The job category of top management has a higher mean score than middle 
management for cognitive readiness and this has a small practical significance 
(Cohen’s d = 0.48).  Table 4.31 further indicates a medium practical significance 
between the scores of middle management and trainee accountant with a Cohen’s d 
of 0.57. The mean score for trainee accountant (m = 3.60) is higher than the mean 
score for middle management (m = 3.25).  
 
Furthermore, Table 4.31 demonstrates that there is a significant difference between 
trainee accountants and administrative staff in terms of cognitive readiness (p = 
112 
 
0.025). Trainee accountant has a higher mean score than administration for 
cognitive readiness and this has a small practical significance (Cohen’s d = 0.49).  
 
The questionnaire was distributed to 12 of the mid-tier accounting firm’s offices 
across South Africa. For ease of analysis the offices were grouped into regions. 
Table 4.32 below indicates how the various offices were clustered into regions. 
 
Table 4.32: Region composition 
Offices Regions Percentage 
Cape Town Western Cape (W. Cape) 30 Paarl 
George Southern Cape (S. Cape) 6 Plettenberg Bay 
Port Elizabeth Eastern Cape (E. Cape) 23 East London 
Durban Kwa-Zulu Natal (KZN) 6 
Kimberley Free State/Northern Cape (FS / N. 
Cape) 7 Kathu Bloemfontein 
Johannesburg Gauteng (GP) 28 Pretoria 
 
The results for the ANOVA based on the scores of the six regions are presented in 
Table 4.33 below.  
 
Table 4.33: ANOVA of regions  
Construct df (5) F-stat P value 
Work Engagement sub-constructs 
Absorption 338 2.344 0.041 
Dedication 338 3.169 0.002 
Vigour 338 3.711 0.003 
Process of change sub-constructs 
Quality of change communication 338 1.145 0.336 
Participation 338 2.133 0.061 
Attitude of top management 338 5.249 0.0005 
Support by supervisors 338 2.190 0.0555 
Readiness to change sub-constructs 
Emotional readiness 338 2.611 0.025 
Cognitive readiness 338 1.097 0.362 
Intentional readiness 338 1.947 0.086 
Construct totals 
Work engagement 338 4.067 0.001 
Process of change 338 3.018 0.001 
Trust in leadership 338 3.192 0.008 
Readiness to change 338 2.037 0.073 
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From Table 4.33 above it is evident that absorption (p = 0.041), dedication (p = 
0.002) vigour (p = 0.003), attitude of top management (p = 0.0005), trust in 
leadership (p = 0.008), work engagement (p = 0.001) and process of change (p = 
0.001) have significant differences in the mean scores for respondents in the 
different regions. Once statistical significance was implied, it was necessary to 
conduct a post hoc Scheffé test on the significant constructs and sub-constructs to 
determine where the differences lie concerning regions. These results suggest that 
that there is no detectable significance regarding the mean scores for absorption and 
dedication. 
 
Table 4.34: Scheffé test for regions on vigour 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.536 0.284 0.439 0.996 3.52  
S. Cape 
  0.864 0.524 0.804 0.998 3.54  
E. Cape 
   0.920 0.039 0.845 3.32 0.75 
KZN 
    
0.021 0.47 3.13 1.20 
FS / N. Cape 
     0.479 3.84  
GP 
      3.46  
 
Table 4.34 illustrates that there is a significant difference between the Eastern Cape 
region and the Free State/Northern Cape regions in terms of vigour (p = 0.039) with 
a medium practical significance (Cohen’s d = 0.75).  The Free State/Northern Cape 
region (m = 3.84) have a higher mean score than the Eastern Cape (m = 3.32). 
Further to this Table 4.34 illustrates that there is a large practical significance 
between Kwa-Zulu Natal and the Free State/Northern Cape (Cohen’s d = 1.02).  
 
A post hoc Scheffé test was calculated and the differences in the regions for work 
engagement are reflected in Table 4.35 below. 
 
Table 4.35: Scheffé test for regions on work engagement 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.222 0.150 0.826 0.653 3.72  
S. Cape 
  0.685 0.368 0.968 0.912 3.74  
E. Cape 
   0.928 0.082 0.975 3.49  
KZN 
    
0.042 0.681 3.33 1.06 
FS / N. Cape 
     0.242 3.90  
GP 
      3.57  
 
114 
 
From the Table 4.35 it is evident that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region (Cohen’s d = 1.06). The 
Free State/Northern Cape regions (m = 3.90) have a much higher mean score than 
Kwa-Zulu Natal (m = 3.33). 
 
Table 4.36: Scheffé test for regions on attitude of top management 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.364 0.998 0.917 0.001 0.650 3.21 1.03 
S. Cape 
  0.565 0.976 0.788 0.900 3.73  
E. Cape 
   0.980 0.004 0.920 3.28 0.94 
KZN 
    0.249 1.000 3.48  
FS / N. Cape 
     
0.003 4.18 0.82 
GP 
      3.45  
 
From Table 4.36 above, it is evident that there is a significant difference between the 
Western Cape region and the Free State/Northern Cape region in terms of attitude of 
top management (p = 0.001).  The mean score for the Free State/Northern Cape 
regions (m = 4.18) are relatively higher than the mean score for the Western Cape 
region (m = 3.21), also indicating a large practical significance (Cohen’s d = 1.03).  
 
Further to this, there is a large practical significance between the Free 
State/Northern Cape regions and the Eastern Cape region (Cohen’s d = 0.94) as 
well as the Gauteng region (Cohen’s d = 0.82). Table 4.36 illustrates that the Free 
State/Northern Cape region (m = 4.18) has relatively higher mean scores than the 
Eastern Cape region (m = 3.28) with regards to attitude of top management.  
 
Table 4.37: Scheffé test for regions on process of change 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.932 0.977 0.894 0.015 0.915 3.01 0.86 
S. Cape 
  0.997 1.000 0.602 0.999 3.21  
E. Cape 
   0.992 0.089 1.000 3.11  
KZN 
    0.638 0.997 3.23  
FS / N. Cape 
     0.111 3.36  
GP 
      2.14  
 
From Table 4.37 it is apparent that there is a large practical significance between the 
Western Cape region and the Free State/Northern Cape region in terms of process 
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for change (Cohen’s d = 0.86). The Free State/Northern Cape regions (m = 3.36) 
have a higher mean score than Kwa-Zulu Natal (m = 3.23). 
 
Table 4.38: Scheffé test for regions on trust in leadership 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.995 0.998 1.000 0.029 1.000 3.17 0.79 
S. Cape 
  0.971 1.000 0.467 0.992 3.30  
E. Cape 
   0.995 0.015 0.999 3.11 0.84 
KZN 
    0.319 0.999 3.24  
FS / N. Cape 
     
0.025 3.38 0.81 
GP 
      3.16  
 
Table 4.38 illustrates that  there is a significant difference between the Western 
Cape region and the Free State/Northern Cape regions in terms of trust in leadership 
(p = 0.029). The Free State/Northern Cape region (m = 3.38) has a higher mean 
score than the Western Cape region (3.17) which has a medium practical 
significance (Cohen’s d = 0.79).   
 
The Eastern Cape region and the Free State/Northern Cape regions demonstrate a 
large practical significance (Cohen’s d = 0.84), as the Free State/Northern Cape 
region (m = 3.38) has a higher mean score than the Eastern Cape region (m = 3.11).  
 
Further to this, the Free State/Northern Cape region demonstrates a large practical 
significance with Gauteng (Cohen’s d = 0.81). The Free State/Northern Cape region 
(m = 3.38) has a higher mean score than Gauteng (m = 3.16).  
 
The results obtained for the relevant race groups did not have representative 
samples, therefore an analysis was not feasible (D. Venter, personal communication, 
July 1, 2015). Table 4.39 below illustrates the results of the t-tests for gender 
differences. 
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Table 4.39: Results of the t-test for gender 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d F M F M 
Work engagement sub-constructs 
Absorption 3.63 3.67 0.52 338 0.606 196 144  
Dedication 3.70 3.80 1.13 338 0.260 196 144  
Vigour 3.36 3.59 3.21 338 0.001 196 144 0.35 
Process of change sub-constructs 
Quality of change 
communication 2.70 3.04 3.40 338 0.001 196 144 0.37 
Participation 2.74 3.06 4.07 338 0.0005 196 144 0.45 
Attitude of top management 3.29 3.57 2.76 338 0.006 196 144 0.30 
Support by supervisors 3.35 3.51 1.92 338 0.56 196 144  
Readiness to change sub-constructs 
Emotional readiness 3.44 3.52 0.98 338 0.327 196 144  
Cognitive readiness 3.34 3.47 1.85 338 0.065 196 144  
Intentional readiness 3.72 3.72 -0.11 338 0.911 196 144  
Construct totals 
Work engagement 3.56 3.68 1.91 338 0.057 196 144  
Process of change 3.02 3.30 3.52 338 0.0005 196 144 0.39 
Trust in leadership 3.17 3.26 1.05 338 0.296 196 144  
Readiness to change 3.56 3.57 1.06 338 0.292 196 144  
 
The p-value for vigour was 0.001, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for gender with regards to vigour. To 
determine the strength of the difference, the Cohen’s d was calculated which 
indicated a small practical significance of 0.35.  As can be seen in Table 4.39 above, 
male respondents have a slightly higher mean score for vigour than female 
respondents. 
 
From Table 4.38 it is illustrated that the p-value for quality of change communication 
(p = 0.001), participation (p = 0.0005) and attitude of top management (p = 0.006) 
are significant.  This indicates that there is a significant difference for gender on the 
sub-constructs of quality of change communication, participation and attitude of top 
management. The male respondents have slightly higher mean scores than the 
female respondents with regards to quality of change communication, participation 
and attitude of top management.  
 
Further to this, the p-value for process of change is 0.0005 which implies there is a 
significant difference for gender with regards to process of change. The Cohen’s d 
was calculated which indicated a small practical significance of 0.39. The mean 
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score for the male respondents are slightly higher than the mean score for females 
with regards to process of change.  
 
Table 4.40: Results of the t-test for language differences 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d Afr. Eng. Afr. Eng. 
Work engagement sub-constructs 
Absorption 3.68 3.66 0.24 303 0.811 116 189  
Dedication 3.91 3.65 3.03 303 0.003 116 189 0.36 
Vigour 3.53 3.42 1.50 303 0.134 116 189  
Process of change sub-constructs 
Quality of change 
communication 2.85 2.81 0.34 303 0.735 116 189  
Participation 2.88 2.84 0.47 303 0.641 116 189  
Attitude of top management 3.52 3.32 1.77 303 0.077 116 189  
Support by supervisors 3.50 3.39 1.22 303 0.222 116 189  
Readiness to change sub-constructs 
Emotional readiness 3.42 3.49 -0.84 303 0.399 116 189  
Cognitive readiness 3.39 3.36 0.51 303 0.608 116 189  
Intentional readiness 3.70 3.70 0.00 303 0.999 116 189  
Construct totals 
Work engagement 3.71 3.58 1.98 303 0.048 116 189 0.23 
Process of change 3.19 3.09 1.11 303 0.269 116 189  
Trust in leadership 3.33 3.14 2.02 303 0.045 116 189 0.24 
Readiness to change 3.50 3.51 -0.14 303 0.887 116 189  
 
Table 4.40 illustrates the results of the t-tests for language differences. An analysis 
on Xhosa/African languages was not feasible due to the fact that the sample is too 
small and different from the sample sizes for Afrikaans and English (D. Venter, 
personal communication, July 1, 2015).  Therefore, Table 4.40 only illustrates results 
for Afrikaans and English speaking respondents.  
 
The p-value for dedication was 0.003, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for language on the sub-construct of 
dedication. To determine the strength of the difference, the Cohen’s d was calculated 
which indicated a small practical significance of 0.36. As can be seen in Table 4.40, 
respondents who are Afrikaans speaking in the sample have a slightly higher mean 
score for dedication than respondents who are English speaking. 
 
Table 4.40 illustrates that the p-value for trust in leadership was 0.045, which is 
significant as p is less than 0.05. This indicates that there is a significant difference 
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for language on the construct trust in leadership. To determine the strength of the 
difference, the Cohen’s d was calculated which indicated a small practical 
significance of 0.24. As can be seen in Table 4.40, respondents who are Afrikaans 
speaking in the sample have a slightly higher mean score for trust in leadership than 
respondents who are English speaking. 
 
Further to this, the p-value for work engagement was 0.048, which is significant as p 
is less than 0.05. This indicates that there is a significant difference for language on 
the dimension of work engagement. To determine the strength of the difference, the 
Cohen’s d was calculated which indicated a small practical significance of 0.24. As 
can be seen in Table 4.40, respondents who are Afrikaans speaking in the sample 
have a higher mean score for work engagement than English speaking respondents. 
 
To summarise the above results, it was found that there are statistically and 
practically significant differences between some of the demographic groups on some 
of the constructs of this study and their respective sub-constructs. These findings 
relate to the hypotheses below.   
 
H1-1: There is a significant relationship between readiness to change and the 
demographic variables. 
 
As can be seen in the Tables within this section, the results do not point to a 
significant relationship between readiness to change and the demographic variables. 
For this reason, the researcher rejected this hypothesis.   
 
H1-1a: There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
 
This hypothesis was partially accepted, as Table 4.31 suggests that there is a small 
practically significant relationships between cognitive readiness to change and job 
category.  
 
 
119 
 
H1-2: There is a significant relationship between work engagement and the 
demographic variables. 
 
Work engagement has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance (Table 4.23). Table 4.40 indicates that 
there is a small significant relationship between work engagement and language. 
Further to this, Table 4.35 illustrates that there is a large significant relationship 
between work engagement regions. Based on these results, the researcher accepts 
this hypothesis.  
 
H1-2a: There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
 
Vigour and dedication has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance. A small significant relationship is also 
present in the relationship between vigour and gender as well as between language 
and dedication. Furthermore, a large significant relationship is present in the 
relationship between vigour and region, specifically between the Eastern Cape, Kwa-
Zulu Natal and the Free State/Northern Cape regions. Based on these results (Table 
4.24, 4.25, 4.34, 4.39, 4.40) the researcher accepts this hypothesis. 
 
H1-3: There is a significant relationship between process of change and the 
demographic variables. 
 
Process of change has a relationship with job categories and gender, whereby the 
Cohen’s d suggests a small practical significance.  A large significant relationship is 
also present between process of change and region, specifically between the Free 
State/Northern Cape region and the Western Cape region. Based on these results 
(Table 4.30, 4.37, 4.39) the researcher accepts this hypothesis. 
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H1-3a: There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables.  
 
Quality of change communication, participation and attitude of top management have 
relationships with job categories and gender, whereby the Cohen’s d suggests small 
to medium practical significance. A large significant relationship is present between 
attitude of top management and region, specifically between the Free State/Northern 
Cape regions and Western Cape, Southern Cape and the Eastern Cape regions. 
Based on these results (Table 4.27, 4.28, 4.29, 4.36, 4.39) the researcher accepts 
this hypothesis. 
 
H1-4: There is a significant relationship between trust in leadership and the 
demographic variables. 
 
There is a relationship between trust in leadership and region. Cohen’s d suggests a 
medium to large practical significance. A small significant relationship is present 
between trust in leadership and language. Based on these results (Table 4.33 and 
4.40) the researcher accepts this hypothesis.  
 
4.4  RELATIONSHIP BETWEEN THE CONSTRUCTS 
 
As mentioned earlier Pearson’s product-moment correlation coefficients were 
calculated to determine the relationships between all the constructs and the sub-
constructs in the present study. According Gravetter and Wallnau (2009) the 
correlations are statistically significant at 0.05 level for n = 340 if r ≥ 0.106. 
Correlations between variables are practically and statistically significant if r ≥ 0.300.
   
4.4.1  Readiness to change and work engagement  
    
Table 4.41 reflects the correlations between scores on readiness to change and 
work engagement constructs and their respective sub-constructs based on the 
results of Pearson’s product moment correlation calculation.  
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Table 4.41: Correlations between the constructs of readiness to change and work 
engagement 
 Absorption Dedication Vigour Work engagement 
Emotional Readiness .178 .281 .370 .329 
Cognitive readiness .069 .263 .260 .240 
Intentional readiness .428 .407 .461 .509 
Readiness to change .289 .397 .455 .452 
  
From Table 4.41 it is apparent that there is practically and statistically significant 
relationship between overall readiness to change and work engagement (r = 0.452).  
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs of work engagement, Table 4.41 indicates that there is a practically 
and statistically significant relationship between emotional readiness and vigour (r = 
0.370), intentional readiness and absorption (r = 0.428), intentional readiness and 
dedication (r = 0.407) as well as intentional readiness and vigour (r = 0.461). Table 
4.41 also indicates that cognitive readiness has a statistical relationship with 
dedication (r = 0.263) and vigour (r = 0.260). Absorption’s correlation with emotional 
readiness (r = 0.178) and cognitive readiness (r = 0.069) is relatively small.  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and work engagement scores, as well as their sub-
constructs. These findings relate to the hypotheses mentioned below.  
 
H1-5: There is a positive relationship between readiness to change and work 
engagement. 
 
Table 4.41 suggests that there is a practically and statistically significant relationship 
between readiness to change and work engagement. Based on these results this 
hypothesis was accepted.  
 
H1-5a:  There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs of work engagement.  
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs of work engagement, Table 4.41 indicates a practical and significant 
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relationship between emotional readiness and vigour, intentional readiness and 
absorption, dedication and vigour. Cognitive readiness has a statistical relationship 
with dedication and vigour. Absorption’s relationship with emotional readiness and 
cognitive readiness is relatively small, however, is still classified as statistically 
significant which leads the researcher to accept this hypothesis.  
  
4.4.2  Readiness to change and process of change 
 
Pearson’s product moment correlation was also used to determine if there were 
relationships between readiness to change and process of change. These results 
can be seen in Table 4.42. 
 
Table 4.42: Correlations between the constructs of readiness to change and process 
of change 
 
 
Emotional 
Readiness 
Cognitive 
readiness 
Intentional 
readiness 
Readiness 
to change 
Quality of change communication .320 .415 .217 .385 
Participation .299 .465 .267 .419 
Attitude of top management .359 .455 .336 .470 
Support by supervisors .285 .391 .197 .353 
Process of change .376 .508 .302 .482 
 
From Table 4.42, it is clear that there is a correlation of 0.482 between readiness to 
change and process of change, indicating a practically and statistically significance 
between the constructs.  Readiness to change displays practical and statistical 
significance with all the sub-constructs for process of change, namely quality of 
change communication (r = 0.385), participation (r = 0.419), attitude of top 
management (r = 0.470) and support by supervisors (r = 0.353). Process of change 
also displays practical and statistical significance with the sub-constructs for 
readiness to change.  
 
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs for process of change, Table 4.42  indicates that there is a practically 
and statistically significant relationship between quality of change communication 
and emotional readiness (r = 0.320) as well as cognitive readiness (r = 0.415), with a 
smaller correlation with intentional readiness (r = 0.217). Participation has a 
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practically and statistically significant relationship with cognitive readiness (r = 0.465) 
and a statistical relationship with emotional readiness and intentional readiness.  
Attitude of top management has a practically and statistically significant relationship 
with all the sub-constructs of readiness to change as the correlations indicate r ≥ 
0.300 (Gravetter & Wallnau, 2009). Support by supervisors has significant 
correlations with emotional readiness (r = 0.285) and cognitive readiness (r = 0.391) 
with lower correlations with intentional readiness (r = 0.197).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings related to the below mentioned hypotheses.  
 
H1-6: There is a positive relationship between readiness to change and process 
of change. 
 
Table 4.42 indicates that there is a practically and statistically significant relationship 
between readiness to change and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-6a: There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs for process of change. 
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs for process of change, Table 4.42 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of readiness to change and the 
sub-constructs for process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.3  Readiness to change and trust in leadership 
 
The results of the Pearson’s product moment correlation between readiness to 
change and trust in leadership can be found in Table 4.43 below. 
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Table 4.43: Correlations between the constructs of readiness to change and trust in 
leadership 
 
 
Emotional 
Readiness 
Cognitive 
Readiness 
Intentional 
Readiness 
Readiness 
to change 
Trust in leadership .340 .492 .311 .465 
 
The correlation coefficient calculated for readiness to change and trust in leadership 
is 0.465, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical correlations with emotional 
readiness (r = 0.340), cognitive readiness (r = 0.492) and intentional readiness (r = 
0.311). These findings relate to the hypothesis below.   
 
H1-7: There is a positive relationship between readiness to change and trust in 
leadership. 
 
The relationship between readiness to change and trust in leadership is practically 
and statistically significant as illustrated in Table 4.43. Therefore this hypothesis was 
accepted.  
 
H1-7a: There is a positive relationship between the sub-constructs of readiness 
to change and trust in leadership. 
 
Table 4.43 demonstrates practically and statistically significant relationships between 
the sub-constructs of readiness to change and trust in leadership. Based on these 
results this hypothesis was accepted.  
 
4.4.4  Process of change and work engagement 
 
The results of the Pearson’s product moment correlation between process of change 
and work engagement can be found in Table 4.44 below. 
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Table 4.44: Correlations between the constructs of process to change and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Quality of change communication .153 .366 .331 .342 
Participation .122 .365 .347 .336 
Attitude of top management .209 .414 .397 .408 
Support by supervisors .176 .304 .307 .314 
Process of change .196 .427 .408 .414 
 
From Table 4.44, it is clear that there is a correlation of r = 0.414 between work 
engagement and process of change, indicating a practical and statistical significance 
between the constructs. Table 4.44 illustrates that all the sub-constructs from 
process of change, display practically and statistically significant correlations with 
work engagement.  A noticeable result observed from Table 4.44 is that all the sub-
constructs from process of change possess lower correlations with absorption, 
however these correlations are still considered as statistically significant as r ≥ 0.106 
(Gravetter & Wallnau, 2009).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings relate to the hypothesis below. 
 
H1-8: There is a positive relationship between work engagement and process of 
change. 
 
Table 4.44 indicates that there is a practically and statistically significant relationship 
between work engagement and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-8a: There is a positive relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
 
Regarding relationships between the sub-constructs of work engagement and sub-
constructs for process of change, Table 4.44 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of work engagement and the 
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sub-constructs from process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.5  Work engagement and trust in leadership 
 
The results of the Pearson’s product moment correlation between trust in leadership 
and work engagement can be found in Table 4.45 below. 
 
Table 4.45: Correlations between the constructs of trust in leadership and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Trust in leadership .132 .384 .351 .350 
 
The correlation coefficient calculated for work engagement and trust in leadership is 
0.350, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical significance with dedication 
(r = 0.384), vigour (r = 0.351) and a lower significance, although still statistically 
significant, with absorption (r = 0.132). These findings relate to the below hypothesis.  
 
H1-9: There is a positive relationship between work engagement and trust in 
leadership. 
 
As illustrated in Table 4.45 the relationship between work engagement and trust in 
leadership is practically and statistically significant. Therefore, this hypothesis was 
accepted.  
 
H1-9a: There is a positive relationship between the sub-constructs of work 
engagement and trust in leadership. 
 
Regarding relationships between the sub-constructs of work engagement and trust in 
leadership, Table 4.45 illustrates either statistically significant relationships (r ≥ 
0.106) or practically and statistically significant relationships (r ≥ 0.300) between the 
sub-constructs of work engagement and trust in leadership. Based on these results 
this hypothesis was accepted. 
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4.4.6  Trust in leadership and process of change 
 
As can be seen in Table 4.46 the correlation coefficient calculated for process of 
change and trust in leadership is 0.743, which implies that there is a positive 
relationship between the constructs.   
 
Table 4.46: Correlations between the constructs of trust in leadership and process of 
change 
 
 
Trust in leadership 
Quality of change communication .586 
Participation .644 
Attitude of top management .632 
Support by supervisors .671 
Process of change .743 
 
Trust in leadership demonstrates practical and statistical significance with quality of 
change communication (r = 0.586), participation (r = 0.644), attitude of top 
management (r = 0.632) and support by supervisor (r = 0.671). These findings relate 
the below hypotheses.  
 
H1-10: There is a positive relationship between trust in leadership and process 
of change. 
 
Table 4.46 indicates that there is a practically and statistically significant relationship 
between trust in leadership and process of change. Therefore, this hypothesis was 
accepted.  
 
H1-10a There is a positive relationship between trust in leadership and the sub-
constructs of process of change. 
 
Table 4.46 demonstrates that there are practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of process of change and trust 
in leadership.  Therefore, this hypothesis was accepted.  
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4.5  STRUCTURAL EQUATION MODELLING ANALYSIS 
 
As discussed in Chapter 3, SEM is a very general statistical modelling technique, 
which is widely used in the behavioural science and can be viewed as a combination 
of factor analysis and regression analysis (Hox and Bechger, 1998).  In the current 
study SEM was utilised to evaluate the relationships among the set of variables used 
in the model proposed in this study. Based on the literature review and the 
questionnaire utilised, the researcher constructed a model which was tested by way 
of SEM.  
 
The metrics illustrated in Table 4.47 below are extracted from Schreiber et al. (2006), 
Hair et al. (2006) and D. Venter (personal communication, August 4, 2015). If the 
indices meet or exceed the metrics mentioned in Table 4.47, it will identify if there is 
an adequate data fit with the proposed model.  
 
Table 4.47: Results for SEM for proposed model (n=340) 
Indices for single fit models 
Recommended 
metrics 
Results 
Chi-square ≤ 3 1.74 
Bentler-Bonnet Normed Fit Index (NFI) ≥ .90 0.83 
Bentler Comparative Fit Index (CFI) ≥ .90 0.92 
Joreskog Adjusted GFI (AGFI) ≥ .95 0.76 
Root Mean Square Approximation (RMSEA) ≤ .08 0.047 
Akaike Information Criterion (AIC) < better 3448.443 
Brown-Crudeck Criterion (BCC) < better 3542.943 
 
For comparing models, lower scores for AIC and BCC is deemed more suitable 
(Shreiber et al., 2006; Hair et al., 2006; D. Venter, personal communication, July 1, 
2015). The RMSEA is 0.047 indicating a good model fit. The CFI was 0.92 indicating 
a conservative model fit. The Chi-square was 1.74 which is below 3.00 as 
recommended in Table 4.47. The AGFI was 0.76 which illustrates a mediocre model 
fit. NFI was 0.83 which is below the recommended 0.90 indicated in Table 4.47, 
which is not seen as a good fit.  
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Appendix D illustrates the full SEM diagram for the proposed model with 
abbreviations utilised within the AMOS package version 23 for the full SEM diagram.  
As mentioned earlier SEM was utilised to evaluate the relationships among the 
constructs and sub-constructs used in the model and hypothesised within the current 
study. The full SEM path diagram, as seen in Appendix D, depicts the relationships 
among the constructs, sub-constructs (presented as circles) and the items in the 
measurement model (presented as rectangles). Error terms (“disturbances” for latent 
variables) are included in the SEM diagram, represented by “e’s” for measured 
variables (Stoelting, 2002).  The error terms represent residual variances within 
variables not accounted for by pathways hypothesised in the model (Stoelting, 
2002).  The single headed arrows portray regression type relationships and double 
headed arrows portray covariances. The relationships between the constructs are 
discussed in the section below.  
 
4.5.3  SEM estimations 
 
The AMOS package utilised within the current study measured the estimated 
relationships between constructs in the proposed model. The purpose of the diagram 
below is to illustrate the relationships between the constructs.  
 
 
 
 
 
 
 
 
 
 
 
 
 
  * r = Covariance estimate 
** b = Standardised regression weight estimate 
 
Figure 4.1: SEM estimations (n=340)  
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The single headed blue arrows indicate dependency type relationship and the double 
headed blue arrows indicate a covariance. Figure 4.1 illustrates three dependency 
type relationships with readiness to change and three covariances among process of 
change, trust in leadership and work engagement. The regression weights and 
covariances are reported as estimates, because the AMOS programme estimates 
these values based on the sample data (D. Venter, personal communication, August 
4, 2015).  All the estimates illustrated in the Figure 4.1 are significant (p < 0.05) 
which implies causality due to the fact that SEM was utilised.  The weight of the 
regression of trust in leadership on readiness to change does not display 
significance. However, the latter does indicate a reportable result (D. Venter, 
personal communication, August 4, 2015). Whilst a larger sample will most likely 
confirm that the trust in leadership on readiness to change regression weight is 
actually significant, the sample size of the current study is viewed acceptable for 
exploratory purposes (Osborne & Costello, 2004; D. Venter, personal 
communication, August 8, 2015).  
As illustrated in Figure 4.1, the single-headed arrows suggest that process of change 
and work engagement significantly influence readiness to change (p < 0.0005). The 
dual-headed arrows suggest that process of change and work engagement is 
significantly correlated (p < 0.0005), suggesting that employees with high levels of 
work engagement will perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands. Figure 4.1 further illustrates 
that process of change and trust in leadership are significantly correlated (p < 
0.0005), suggesting that if trust in leadership exist, processes of change will be 
perceived more favourably. A correlation is also apparent between work engagement 
and trust in leadership (p < 0.0005), suggesting that work engagement could create 
enhanced trust in leadership and vice versa.  
The results from SEM imply that the data supports the hypotheses implied by the 
proposed model in that process of change and work engagement influence 
readiness to change. However, the relationship between trust in leadership and 
readiness to change is not statistically significant (p > 0.05). 
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4.6  SUMMARY OF THE HYPOTHESES TESTING 
Table 4.48 below illustrates the set alternative hypotheses for the current study and 
the results of each hypothesis.  
 
Table 4.48:  Summary of hypotheses 
Hypotheses Result 
H1-1   
There is a relationship between readiness to change 
and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores 
on the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
Accepted 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. Accepted 
H1-2a 
There is a significant relationship between the scores 
on the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub- Accepted 
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constructs of process of change. 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
4.7 CONCLUSION 
In conclusion this chapter summarised the main findings of the current research 
study. Descriptive statistics regarding the questionnaire items were discussed. The 
relationship between the demographic variable, constructs and sub-constructs were 
summarised. Further to this the relationships between the various constructs were 
discussed. The SEM results were also discussed to identify model fit with the data. 
Lastly, from the findings, the hypotheses were accepted or rejected. The next 
chapter will discuss the results in line with the relevant literature.  
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CHAPTER 5 
DISCUSSION OF RESULTS 
 
5.1  INTRODUCTION 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm. The previous 
chapter presented results obtained from the research questionnaire. The current 
chapter will discuss the results and relate the results to relevant theory discussed in 
the literature review. The researcher anticipates that the discussion within this 
chapter will provide more understanding and clarity regarding the results obtained. 
This chapter will also examine the research limitations of the current study as well as 
recommendations to the organisation and to researchers for future research.    
 
5.2  QUESTIONNAIRE RESULTS 
 
Inferential and descriptive statistics were utilised to analyse the results and to reject 
or accept the research hypotheses which were illustrated in the previous chapter. 
The results obtained from the questionnaire presented interesting findings and will 
be discussed in the sections below.  
 
5.2.1  Work engagement 
 
Respondents at the mid-tier accounting firm have high levels of work engagement. 
When employees are engaged they are able to deal with job demands more 
effectively. This implies that most of the respondents are energetic about their work, 
feel connected to their work, and are better able to deal with job demands. The 
success of a change initiative is when organisations maintain work engagement 
levels of employees during organisational change. It is important for change agents 
to consider work engagement as an integral part of the change process; that is, 
before, during and after change has taken place (Bhola, 2010).  Organisational 
changes that are a result of mergers, acquisitions, downsizing and restructuring 
leads to increased pressure on employees to work longer hours, take on greater 
responsibility and become more tolerable towards continuous change and ambiguity 
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(Burnes, 2005).  Therefore, it is essential to maintain work engagement levels of 
employees.  
 
The results from the present study further suggest that respondents have high levels 
of absorption. This implies that they are immersed in their work and find it difficult to 
detach from work to the extent that time passes by quickly. There are several 
researchers that view absorption as a profound involvement with an activity, so much 
so that little else seems to matter (Gonzalez-Roma et al., 2006;  Langelaan, Bakker, 
Schaufeli & Van Doornen, 2006). 
 
Further to this the respondents have high levels of dedication. This suggests that 
they are enthusiastic about their work and find it meaningful as well as challenging.  
According to Schaufeli and Bakker (2003) dedicated individuals identify with their 
work because they experience it as meaningful. The respondents within the mid-tier 
accounting firm also display high levels of vigour suggesting that they have high 
energy, passion and fortitude when working.  According to Schaufeli et al. (2002) 
vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence. 
 
5.2.2  Process of change 
 
This construct was measured by quality of change communication, participation, 
attitude of top management towards change and support by supervisors. Process 
factors of change interventions refer to the conditions facilitating or inhibiting success 
of change (Bouckenooghe et al., 2009). 
 
In terms of quality of change communication the results suggest that respondents 
perceive communication during a change process to be unclear and possibly 
irregular. Results revealed that departments are uniformed regarding change. 
Furthermore, respondents perceived two-way communication as unsatisfactory 
between departments and management teams during change processes. The 
participation sub-construct reveals many impartial responses suggesting that 
respondents possibly are not fully aware of any consultation during change or they 
are uncertain that their remarks are taken into account during a change process.   
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Respondents perceive that management has a positive vision for the future and that 
they are actively involved in the change process. In addition, respondents perceive 
that management pays attention to personal consequences that change initiatives 
could have on employees. Respondents furnished impartial results regarding 
whether managers coach employees during change, this could suggest that they are 
possibly unaware of managers coaching employees during change processes. 
Respondents also perceive that their managers do not have trouble adapting their 
leadership styles during change and will assist the employees in finding solutions to 
problems when the firm is undergoing change. 
 
The overall results from the process of change construct suggest that there is room 
for improvement when it comes to the processes of change within the mid-tier 
accounting firm. The latter is due to the fact that this construct indicated possible 
uncertainty with regards to processes around change implementation. 
 
5.2.3  Trust in leadership 
 
The results from this construct suggest that the mid-tier accounting firm will need to 
be more transparent with leadership activities surrounding change as results indicate 
that there is uncertainty surrounding certain leadership aspects, such as consistent 
implementation of policies or promises made during change.  Although there are a 
percentage of respondents who perceive that trust in leadership exists, the overall 
score from this construct indicates that there is also room for improvement when it 
comes to trust in leadership for the mid-tier accounting firm. It would possibly be 
easier for employees to go along an uncertain pathway of change when they trust 
their leaders who are guiding the change initiatives. 
 
Because change involves deviation and a certain amount of risk-taking, employees 
would most likely avoid change behaviours unless they operated in a situation in 
which they felt secure (Tierney, 1999). Therefore, trust in leadership during change 
processes is essential. In organisations where trust in top management exists, and 
where change projects have been implemented successfully in the past, 
organisational members are more likely to develop positive attitudes toward new 
changes (Bouckenooghe et al., 2009). 
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5.2.4  Readiness to change 
 
The results from the current study suggest that the respondents within the mid-tier 
accounting firm have high levels of readiness to change. This implies that they 
support and have positive attitudes towards change that occurs within the firm or 
their departments.  One of the basic reasons for the failure of change interventions is 
related to negative employee attitudes toward change (Clegg & Walsh, 2004).  
Readiness to change is the cognitive state that affects employee behaviours toward 
the change process as either resisting or supporting it (Armenakis et al., 1993).  
 
The results further indicate that the respondents have high levels of emotional 
readiness to change. This implies that the respondents within the mid-tier accounting 
firm have positive feelings about change processes, perceive change as refreshing 
and are willing to adapt to changes that occur in their workplace (Oreg, 2006).  
From the results it was also evident that the respondents have high levels of 
cognitive readiness to change. This implies that respondents perceive change 
positively and that change will improve and simplify their work (Oreg, 2006; 
Bouckenooghe et al., 2009).  Respondents within the mid-tier accounting firm also 
have high levels of intentional readiness which, according to Bouckenooghe et al. 
(2009), implies that they are willing to put energy into the change process. 
Emotional involvement, cognitive commitment and intention to change reflect three 
different manifestations of an individual’s evaluation of the change situation 
(McGuire, 1985). 
 
5.3  DIFFERENCES AMONGST DEMOGRAPHIC VARIABLES 
 
The results obtained from the questionnaire highlighted some differences amongst 
the demographic variables from the sample. These differences are highlighted by the 
mean scores of each construct and sub-construct. These constructs will be 
discussed separately in the section below.  
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5.3.1  Readiness to change 
 
The first set of hypotheses focused on determining the significant relationship 
between readiness to change, including the sub-constructs, and the demographic 
variables from the present study. Within the current study results did not indicate any 
significant relationship between readiness to change and the demographic variables. 
This contradicts findings presented by Hanpachern (1997) whereby it was indicated 
that there is a significant relationship between readiness to change and position 
within an organisation. However, the result from the present study concurs with 
Cunningham et al. (2002), and Weber and Weber (2001) in that readiness to change 
is not related to gender and age. 
 
The results did however identify a practical significance between job category and 
cognitive readiness which is one of the sub-constructs of readiness to change. 
Trainee accountants and top management have higher mean scores in terms of 
cognitive readiness than middle management and administrative staff. This suggests 
that trainee accountants and top management hold more positive beliefs and 
thoughts about changes that occur within the firm than middle management and 
administrative staff. These results could be due to the fact that trainee accountants 
are younger and more flexible and top management have greater control over 
change and are able to influence the changes that take place.  
 
Administrative staff are generally permanent employees that have been employed 
for longer periods of time than trainee accountants. Therefore, they might be less 
adaptable and in favour of change. To some extent middle management generally 
has to deal with staff who have less positive views about change and who struggle 
with adapting to it, which could ultimately affect middle management’s perceptions 
about change processes. The latter could possibly attribute to the fact that middle 
management have lower levels of readiness to change than top management and 
trainee accountants. 
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H1-1   
There is a significant relationship between readiness to 
change and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores on 
the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
accepted 
 
5.3.2  Work engagement 
 
Another set of research hypotheses from the current study was to determine whether 
there is a significant relationship between work engagement, including the sub-
constructs, and the demographic variables.  
 
The current study reveals that there is a significant difference between respondents 
aged 20–29 years and those aged 30–39 years in terms of absorption. There is a 
further significant difference between respondents aged 20-29 and those aged 50+ 
years in terms of absorption. This implies that the older respondents are more 
engrossed in their work and time passes by quicker for them when they work than it 
does for the younger respondents. This result concurs with a study conducted by 
Bezuidenhout and Cilliers (2011) which identified correlations between age and two 
of the work engagement sub-constructs, namely vigour and absorption.  
 
Further results from the present study reveal that older respondents are more 
engaged than younger respondents suggesting that older respondents feel more 
connected to their work and better able to cope with job demands. This could be 
because the older respondents generally have been at the firm for a longer period of 
time than the younger respondents and are also familiar with the firm’s job demands, 
policies and procedures. The latter result concurs with a study conducted by Jaupi 
and Llaci (2015) whereby they indicated that respondents aged 50-59 years 
displayed high levels of work engagement.  
 
The results from the current study revealed that there is a significant difference 
between the job categories of top management, administrative staff and trainee 
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accountants in terms of work engagement, with top management presenting higher 
mean scores than trainee accountants and administrative staff. These results 
suggest that top management have higher levels of work engagement than trainee 
accountants and administrative staff. This implies that top management are more 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands than trainee accountants and administrative staff.   
 
Trainee accountants seldom remain at a firm after articles due to the firm’s capacity 
and budget to employ them on as senior auditors. Therefore, trainee accountants will 
do what they need to during their articles in order to get by which attributes to the 
notion that they are less engaged than top management. Top management will 
generally gain more from being engaged as they will strive to invest more time and 
energy into the business, such as focussing on business development, which will 
ultimately lead to increased profit sharing. The latter result concurs with the result 
implying that older respondents are more engaged than younger respondents. 
Trainee accountants are generally younger than top management within an 
accounting firm as trainee accountants typically start their articles directly after 
completing their studies at university.  
 
The mean score for administrative staff indicate high levels of work engagement, 
however, their engagement levels are significantly lower than top management. This 
could be because administrative staff are generally a support function and not fee 
producing staff members.  Therefore, administrative staff will most likely be able to 
detach themselves easier from their work than top management as they are not in 
charge of how the business operates and are merely a support function.  
 
The results from the present study reveal a significant difference for gender with 
regards to vigour. Male respondents indicated higher levels of vigour than female 
respondents. This suggests that male respondents have higher levels of energy and 
mental resilience while working than female respondents. The latter result 
contradicts findings presented by Schaufeli et al. (2006) where it was identified that 
women had higher vigour scores than men.  
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Further results reveal that male respondents display higher levels of work 
engagement than female respondents. This implies that male respondents are better 
able to cope with job demands and feel more connected and energetic about their 
work. The latter result concurs with Banihani, Lewis, and Syed (2013) in that it is 
easier for men to demonstrate work engagement than for women.  
 
The results from the present study identify that Afrikaans speaking respondents have 
higher levels of work engagement than the English speaking respondents which 
implies that Afrikaans speaking respondents feel more connected to their work and 
better able to cope with job demands. The latter result is in conjunction with a study 
conducted by Bell and Barkhuizen (2011) where it was revealed that employees with 
Afrikaans as their home language reported higher levels of vigour, dedication and 
absorption than did employees with English as their home language.  
 
A significant difference is evident between Afrikaans and English speaking 
respondents in terms of dedication. Afrikaans speaking respondents have a slightly 
higher mean score for dedication than respondents who are English speaking. This 
suggests that Afrikaans speaking respondents identify more with their work and 
experience their work as more meaningful than English speaking respondents.  
 
The results from the study reveal that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region in terms of work 
engagement.  The respondents from the Free State/Northern Cape region have a 
much higher mean score than respondents from Kwa-Zulu Natal in terms of work 
engagement. This implies that respondents from the Free State/Northern Cape 
region have more energy when working, are better connected to their work and are 
better able to cope with job demands. As mentioned before, the offices within the 
Free State/Northern Cape region are much smaller than the other offices included 
within this study. Therefore, the working environment could possibly be different in a 
smaller office than a bigger office in terms of work pressure, individual work load, 
channels of communication, type of clients and amount of clients that need to be 
attended to. In a smaller office some employees would deal directly with clients, 
whereby in a larger office top management generally deal with the clients. Therefore, 
employees in smaller offices would generally feel more connected to their work.  
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Further to this, significant differences between respondents from the Eastern Cape 
region and Free State/Northern Cape region in terms of vigour were highlighted. The 
respondents from the Free State/Northern Cape region have a much higher mean 
score than respondents from the Eastern Cape region in terms of vigour. This 
implies that respondents from the Free State/Northern Cape region have higher 
levels of energy and mental resilience while working than respondents from the 
Eastern Cape region. The staff headcount within the Free State/Northern Cape 
region is much smaller than the staff headcount in the other regions which could 
attribute to this result.  
 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. 
Accepted 
H1-2a 
There is a significant relationship between the scores on 
the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
 
5.3.3  Process of change 
 
The results from the current study indicate that there is a practically significant 
relationship between job category and the process of change construct and sub-
constructs namely participation, quality of change communication and attitude of top 
management.  
 
The results illustrate that there is a significant difference between trainee 
accountants, middle management and administrative respondents in terms of quality 
of change communication. Trainee accountants have a higher mean score than 
middle management and administrative staff for this sub-construct. This suggests 
that trainee accountants perceive the quality of change communication to be more 
satisfactory than middle management and administrative staff. Trainee accountants 
are generally on fixed-term employment contracts due to their articles. Therefore, 
they may not be as concerned about the changes because it might not affect them 
for a long period of time. Administrative staff and middle management require more 
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communication regarding change processes and implementation than trainee 
accountants. Administrative staff and middle management are generally permanent 
employees and would be more affected by change within the firm, therefore they 
would prefer clearer and sufficient communication regarding changes within the firm.  
 
The results further indicate that there is a significant difference between the job 
categories of top management and administrative respondents in terms of the sub-
construct of participation. Top management have a higher mean score than 
administrative respondents. This suggests that top management are more aware of 
decisions taken during change. They are more involved in consultation regarding 
change and in general top management are more involved in aspects regarding 
organisational change projects. Within the mid-tier accounting firm under scrutiny top 
management are the key drivers of change implementation.  
 
There is a significant difference between the job categories of trainee accountant 
and administrative respondents in terms of attitude of top management. Trainee 
accountants have a slightly higher mean score than administrative staff for attitude of 
top management, suggesting that they perceive the attitude of top management 
during change processes more satisfactorily than administrative respondents.  
 
The current study’s results reveal that there is a significant difference between 
trainee accountants and administrative respondents in terms of process of change. 
Trainee accountants present a higher mean score for process of change than 
administration respondents suggesting that trainee accountants are more satisfied 
with the change processes than administrative respondents. This could, once again, 
be attributed to the fact that trainee accountants are on fixed-term employment 
contracts and are not that concerned about the attitude of top management during 
change. Whereas administrative staff would generally be more aware and concerned  
about the attitude of top management during change.  
 
The results from the current study present that the Free State/Northern Cape region 
and Western Cape region illustrate a significant difference in terms of the process of 
change construct with the Free State/Northern Cape region presenting a higher 
mean score. This suggests that the Free State/Northern Cape region is more 
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satisfied with the change processes than the Western Cape region.  The latter 
results could be because the Free State/Northern Cape region has smaller offices 
and generally communication regarding change would filter through departments 
easily. Further to this, the results indicate that there is a significant difference 
between the Free State/Northern Cape, Western Cape, Eastern Cape and Gauteng 
regions with regards to attitude of top management. The Free State/Northern Cape 
region has a relatively higher mean score than the Western Cape, Eastern Cape and 
Gauteng regions with regards to attitude for top management. This suggests that the 
Free State/Northern Cape region perceives the attitude of top management during 
change processes more positively than the other regions. As mentioned earlier, the 
latter result could be attributed to the fact that the Free State/Northern Cape region 
has smaller offices. Thus, employees are better able to comprehend and experience 
the top managements’ positive vision for the future and how they support the change 
processes unconditionally.  
 
In a study conducted by Harp (2011) it was found that there were no statistically 
significant differences between males and females in their overall assessment of 
effective change communication. The latter contradicts the current study’s results 
whereby a significant difference was identified for gender on the sub-constructs of 
quality of change communication, participation and attitude of top management. The 
male respondents have slightly higher mean scores than the female respondents 
with regards to quality of change communication, participation and attitude of top 
management. This implies that male respondents perceive quality of change 
communication, participation during change processes and the attitude of top 
management to be more satisfactory than female respondents.  
 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. 
Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
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5.3.4  Trust in leadership 
 
The results indicate that there is a significant difference between the Free 
State/Northern Cape, Western Cape, Eastern Cape and Gauteng regions concerning 
the trust in leadership construct. The Free State/Northern Cape region has a 
relatively higher mean score than the Western Cape, Eastern Cape and Gauteng 
regions concerning this construct. This suggests that the respondents from the Free 
State/Northern Cape region have more trust in leadership with regards to change 
projects. The latter results could once again attribute to the size of the offices within 
this region.  Respondents within these offices are more likely to see that the leaders 
are consistent with policy implementations as there is less distance between top 
management and employees thereby enhancing the trust relationship. In 
organisations where trust in top management exists, and where change projects 
have been implemented successfully in the past, organisational members are more 
likely to develop positive attitudes toward new changes (Bouckenooghe et al., 2009). 
 
Furthermore, the results indicate that there is a significant difference for language on 
the trust in leadership construct. Respondents who are Afrikaans speaking in the 
sample have a higher mean score for trust in leadership than respondents who are 
English speaking. This implies that Afrikaans speaking respondents have more trust 
in leadership than English speaking respondents.  
 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
 
 
5.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS 
 
The relationships between the constructs were measured by examining the results 
from the Pearson Product moment correlations. To further examine these 
relationships, the proposed model was also tested by way of SEM.  
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5.4.1  Readiness to change and work engagement 
 
The current study found that there is a relationship between readiness to change and 
work engagement. The latter concurs with studies conducted by Mangundjaya 
(2012), Prasad (2014) and Hung et al. (2013) where it was revealed that work 
engagement is positively related with readiness to change. This suggests that 
employees who support change are generally energetic about their work, feel 
connected to their work, and are better able to deal with job demands. 
 
The results from the current study further identified that there is a practically and 
statistically significant relationship between emotional readiness and vigour which 
implies that employees who perceive change positively and as refreshing, are 
generally more energetic at work and mentally resilient. The results further identify 
practical and statistical relationships between intentional readiness and all the sub-
constructs of work engagement. The latter implies that respondents who contribute 
and devote themselves to a change process generally feel enthusiastic about their 
work, proud of the work they do and are immersed in their work so much so that time 
passes by quickly.  
 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
 
5.4.2  Readiness to change and process of change 
 
The current study found that there is a significant relationship between readiness to 
change and process of change. This suggests that when change is not resisted but 
supported, generally employees will perceive change processes positively within the 
organisation.    
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Results from the current study also reveal a relationship between quality of change 
communication and all sub-constructs of readiness to change. This suggests that 
change communication will generally assist with overall support for change.  
According to Ranta (2011) change communication was found to be an important 
factor in facilitating readiness to change. Ranta (2011) explains that this finding has 
practical significance in that communication should be considered critical in 
facilitating readiness to change. In a study conducted by McKay, Kuntz and Näswall 
(2013) it was indicated that the perceived adequacy of change related 
communication was associated with participants’ readiness to change. 
 
The current study reveals that there is a relationship between participation and 
cognitive readiness, suggesting that involving and consulting with employees during 
change will generally improve employees’ perceptions about change processes.  
Jimmieson et al. (2008) specified that participation in change implementation 
processes has been commended for its positive impact on change readiness and 
potential to decrease resistance.  
 
The results from the present study indicate that there is a relationship between 
attitude of top management and support by supervisors with all the sub-constructs of 
readiness to change. The latter implies that the attitude of top management and 
support by supervisors during change processes and implementation will assist in 
creating overall support for change amongst employees within the organisation.  This 
result concurs with the outcomes of a study conducted by Brummelhuis (2012) 
whereby it was noted that leadership and quality of communication are positively 
related to readiness to change.  
 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of process of change. 
Accepted 
147 
 
5.4.3  Readiness to change and trust in leadership 
 
The results from the study indicate that there is a significant relationship between 
readiness to change and trust in leadership. This suggests that employees who 
support change will generally have trust in leadership during organisational change. 
This outcome is similar to findings from a study conducted by Zayin (2010) indicating 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  Further to this, Myungweon (2011) mentioned that certain aspects of 
leadership, such as employees’ trust in executive management, effective leadership 
practices, and the quality of employee and manager relationships, also influence 
readiness to change. 
 
The results from the current study also reveal that there is a relationship between the 
sub-constructs of readiness to change and trust in leadership. This suggests that 
when employees are prepared to put their energy into the change process, hold 
positive beliefs about change and find change refreshing, will generally have trust in 
leadership during organisational change.  
 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
 
5.4.4  Work engagement and process of change 
 
The results from the current study revealed that there is a clear correlation between 
work engagement and process of change.  This implies that respondents who are 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands, will generally perceive processes of change in a positive 
light.   
148 
 
Further to this, all the sub-constructs from work engagement display practical and 
statistical significant correlations with process of change and sub-constructs of work 
engagement. This suggests that when respondents are immersed in their work, 
enthusiastic about their work, find their work meaningful and challenging as well as  
have passion and fortitude when working, they will generally perceive the quality of 
change communication, participation in decision making, attitude of top management 
and support by supervisors during change initiatives as positive aspects during 
change implementation.  According to a research paper presented by Change First 
(2013) one of the major influencing factors in work engagement is the degree to 
which people see the organisation successfully implementing change i.e. the 
processes of change.  
 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
 
 
5.4.5  Work engagement and trust in leadership 
 
The results from the present study present a significant relationship between work 
engagement and trust in leadership, suggesting that when employees trust 
leadership they generally are more engaged. The latter results concur with results 
presented by Engelbrecht, Heine and Mahembe (2014) indicating that there is a 
positive relationship between trust in leadership and work engagement. Further to 
this, Bargagliotti (2011) concluded that trust in leadership is an antecedent of work 
engagement. Hassan and Ahamed (2011) indicated that the relationship between 
trust and work engagement is mutually reinforcing and leads to an upward spiral 
effect. According to Dirks and Ferrin (2002) an increase in trust is a direct or indirect 
result of positive workplace behaviours and attitudes like organisational commitment 
and employees’ work engagement.  
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The current study further indicates that trust in leadership demonstrates significant 
correlations with dedication, vigour and absorption. This suggests that when 
employees trust leadership they typically will be more enthusiastic and immersed in 
their work, find their work meaningful and challenging as well as have passion and 
fortitude when working. 
 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
 
5.4.6  Process of change and trust in leadership 
 
According to the current study trust in leadership is significantly related to process of 
change and its sub-constructs, namely quality of change communication, 
participation, attitude of top management and support by supervisor. When trust in 
leadership exists the processes of change will be received more positively. 
Employees who perceive processes of change positively are usually those who have 
trust in leadership. Good processes of change implementation could also improve 
trust in leadership. The researcher could not ascertain any results from previous 
studies to support these findings. 
 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
5.4.7  SEM findings 
 
To support the findings from Pearson Product moment correlations the proposed 
model was tested by way of SEM.  
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The SEM results illustrate that work engagement and process of change influences 
readiness to change. This suggests that employees who are engaged in their work 
will be less resistant towards change; thus improving work engagement levels of 
employees will lead to them supporting change initiatives. Furthermore, adequate 
change processes will contribute in generating support for change processes 
amongst employees thereby reducing resistance to change.  
 
The SEM results further reveal that process of change and work engagement are 
significantly correlated, suggesting that employees with high levels of work 
engagement will generally perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands.  
 
Process of change and trust in leadership are also significantly correlated as 
indicated from the SEM results. As mentioned before, this suggests that when 
processes of change are perceived positively employees will generally have trust in 
leadership. Further to this, when there is trust in leadership employees will generally 
perceive the change processes more positively.  
 
The SEM results further reveal that there is a significant correlation between work 
engagement and trust in leadership which implies that work engagement will 
generally enhance trust in leadership and vice versa.  
 
5.5  LIMITATIONS 
 
To ensure that all perspectives of the research are examined it is essential to 
discuss any possible limitations surrounding the study. The researcher was mindful 
of the potential limitations with regards to utilising the measuring instrument. The 
combined scale length and time taken to complete the questionnaire could possibly 
have influenced the response rate and this was discussed in Chapter 3 (section 3.3).  
 
Further to this, the measuring instrument was not administered before the changes 
were implemented, as recommended by Bouckenooghe et al. (2009). The instrument 
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was only administered during change implementation. Therefore, the researcher was 
not able to compare the respondents’ readiness to change and work engagement 
before and after the changes have taken place within the current study.  
 
The response rate for this study was lower than anticipated. Although the responses 
received where good enough to produce adequate results for the current study, a 
larger response rate would increase generalisability of the finding.  Further to this, 
due to a low response rate, there was not a representative sample for all the relevant 
race groups therefore analysis was not feasible.  
 
The researcher was aware of any systematic and random errors that could have 
influenced the results. Therefore, a limitation for the current study was that 
respondents work in a time and fee driven work environment. Consequently, time 
constraints and work pressure could potentially have influenced the response rates. 
An advantage of utilising an electronic questionnaire is that the respondents could 
have completed the questionnaire at home or in their own time.  
 
Trust in leadership was only measured by three items as referred to in the research 
methodology. The researcher was aware that this could possibly influence the 
results for this construct. However, the results from this construct were still 
considered to be valuable and introduced an area for improvement in potential future 
research.  
 
An awareness of the limitations from the current study could potentially assist any 
future research on this topic to design their own study with the current limitations in 
mind. Despite the limitations, the results still demonstrated the relationships between 
readiness to change and work engagement. 
 
5.6  RECOMMENDATIONS FOR THE MID-TIER ACCOUNTING FIRM 
 
Based on the results of the current study, a number of recommendations are 
presented for the mid-tier accounting firm.  
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The results indicate that there are high levels of work engagement and readiness to 
change. Further to this, the results indicate that there is a relationship between work 
engagement and readiness to change. Therefore, a recommendation for the mid-tier 
accounting firm is to nurture the existing work engagement of the employees. There 
are various initiatives that could be implemented to nurture work engagement. 
However, based on the context of this study work engagement could be nurtured by 
way of quality change communication, enhancing trust in leadership, focusing on 
participation of employees around change initiatives to generate buy-in and ensuring 
that top management have positive attitudes about change initiatives and processes.  
Being a part of changes that constantly fail or are only partially implemented, 
demotivates employees and drains their energy, focus and excitement for new 
changes (Change First, 2013).  
Further to this, where the results indicated differences amongst demographic 
variables with regards to work engagement, readiness to change, process of change 
and trust in leadership, focus groups can be organised to determine why the 
differences exist.  
Another recommendation for the mid-tier accounting firm is to encourage readiness 
to change even though the results present high levels of such readiness. Readiness 
to change can be created by working through the steps for creating readiness and 
change implementation as discussed in Chapter 3 (Table 2.4).  
The results from this study also reveal that there is room for improvement when it 
comes to the processes of change. It is important for the mid-tier accounting firm to 
focus on the human element of change as this is crucial to the successful 
implementation thereof. The latter is an aspect generally overlooked. The ability to 
openly voice concerns and share ideas and information will result in the crucial 
understanding of, and commitment to change (Bovey & Hede, 2001).  The results 
also revealed that the mid-tier accounting firm will need to be more transparent with 
leadership activities surrounding change as the results indicate that there is 
uncertainty surrounding some leadership aspects, such as consistent 
implementation of policies or promises made during change. Transparency can be 
increased by open and honest communication.  
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The mid-tier accounting firm, with the help of the Human Resources Department, 
needs to explain past failures fully and align procedures and policies appropriately 
before initiating new change initiatives. The mid-tier accounting firm can foster 
perceptions of support, participation, and trust among employees by encouraging 
open and honest communication. 
 
5.7  RECOMMENDATIONS FOR FUTURE RESEARCH 
 
It would be advisable to further scrutinise the concept of trust in leadership as a lack 
of trust in leadership can be a consequence of ineffective communication within an 
organisation (Lamm, Gordon, & Purser, 2010).  This can be done by incorporating a 
larger trust scale into the present study’s questionnaire. Alternatively, trust in 
leadership could be measured as a separate construct.  
 
Within the current study the measuring instrument was not administered before 
change, therefore the researcher was not able to compare the respondents 
readiness to change and work engagement before and after the changes had taken 
place. Another recommendation for future research would be to administer the 
research questionnaire utilised within the present study before and after a change 
initiative takes place, so as to determine if the change process influenced work 
engagement or to assess the employees’ level of readiness to change.  
 
The SEM results indicated a mediocre model fit with the data, therefore it would be 
beneficial to attempt on improving the model fit.   Potentially testing this model with 
other samples and in other industries may be beneficial. 
 
The present study did not measure the tenure of the respondents. The results from 
the present study reveal that there were significant differences between trainee 
accountants and the other job categories in terms of levels of work engagement, 
readiness to change and process of change. Trainee accountants are normally on 
fixed-term employment contracts and have not been employed within the mid-tier 
accounting firm as long as the other respondents. This could possibly be one of the 
reasons why there are differences amongst these job categories. Therefore, it would 
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be beneficial to measure the tenure of the respondents when determining the 
relationship between readiness to change and work engagement within an 
accounting firm. 
 
5.8  CONCLUSION AND CONTRIBUTION OF THE CURRENT STUDY 
 
The primary aim of this study was to contribute to the body of knowledge on 
readiness to change and work engagement. This was achieved by investigating the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. As far as it could be ascertained these two constructs have not been 
included in a single study in South Africa, as yet. The contribution of this study is that 
it has provided new insights into the relationships between readiness to change and 
work engagement in a South African context.  
 
By understanding the relationships between readiness to change and work 
engagement the mid-tier accounting firm will receive valuable information on how the 
integration/change processes impacted the employees and top management within 
the firm and how to approach future integration/change procedures.  From the 
results of the study it was implied that high levels of work engagement will generate 
high levels of readiness to change. Engaged employees are better able to cope with 
job demands during change processes which ultimately will impact whether change 
implementation is successful.  
Further to this, the secondary objectives of the study were to confirm any possible 
relationships between the demographic variables and constructs within the study. 
These objectives were also achieved. As this study was conducted within an 
accounting firm, a further contribution of the study could be that the research can be 
conducted in other accounting firms undergoing a change process – as the results 
from this study highlighted the importance of work engagement, process of change 
and readiness to change.  In conclusion, an employee’s work engagement and an 
organisation’s processes of change, such as quality of change communication, 
participation during change, attitude of top management towards change, support by 
supervisors and trust in leadership, influences the employees’ readiness to change. 
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Therefore, the latter elements are crucial for successful change implementation 
within an organisation.   
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APPENDIX A 
 
ATTENTION:  Partners and Human Resources 
 
PhD (Industrial Psychology) research consent 
 
Topic:  
 
The relationship between readiness to change and work engagement within a Mid-
Tier Accounting firm undergoing change processes within South Africa.  
 
Motivation for conducting this study:  
 
• Factors such as globalisation, reduced technology cycles, shifting 
demographics, changing customer demands and worker expectations, 
international economic trends and international competition are some of the 
generic forces driving change in South African organisations. 
• For a change process to be implemented successfully there needs to be a 
level of readiness to change. When readiness to change exists, the 
organisation is primed to embrace change and resistance is reduced. 
• The motivation for this study is based on the notions that organisations need 
to determine the change readiness of its members before embarking on 
change processes as this could lead to the success or failure of planned 
change. 
• This study wishes to explore the relationship between change readiness and 
work engagement during a change process within an organisation.  
• All dimensions of work engagement will influence readiness to change.  
• Work engagement is viewed as a workplace approach designed to ensure 
that employees are committed to the organisation’s goals and values, 
motivated to contribute to organisational success and at the same time to 
enhance their own sense of well-being. 
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• Work engagement is the degree to which people commit to an organisation 
and the impact that commitment has on how profoundly they perform and 
their length of tenure. 
• It is believed that the higher the work engagement, the higher the readiness to 
change will be. 
 
What value will the Firm receive from this research? 
1. It will reveal the employees’ readiness to change they have / had during the 
integration processes.  
2. It will identify how to approach change implementation in the future.  
3. It will identify the employees’ level of work engagement. This will assist with 
research that National HR wanted to undertake with regards to the employee 
engagement project.  
4. It will reveal how employees at different levels in the organisation perceived / 
perceive the changes.  
5. It will reveal various change models within the literature which can be used for 
future change implementation.  
6. It will identify the level of trust employees have in top management. 
7. It will reveal if there were communication problems within the process, which 
we can use to improve future change implementation strategies.  
8. It will identify if current process used for change implementation had an effect 
on readiness to change.  
9. It will identify if there is any resistance towards change. 
10. The above results will be “quick-wins”. The study will reveal more information 
that will be valuable to this firm once the results are examined in detail.  
 
How will the research be conducted? 
 
• It will be an electronic questionnaire / online survey.  
• The survey will be constructed by combining two existing questionnaires that 
measure readiness to change and work engagement.  
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• Biographical items will also be inserted into the survey, ensuring the 
anonymity of the respondents. 
• The survey will be voluntary; however with the help of HR, participation will be 
encouraged.  
• The survey will be open for a week in March.  
• Statisticians will help with the de-coding of the information.  
• The survey will be easy to complete.  
 
Costs: 
 
• There will be no costs for the firm. The costs will be covered on a personal 
capacity.  
 
What are the ethical considerations? 
 
• The survey will be anonymous and voluntary. 
• Once completed and accepted by NMMU the thesis will be made available to 
the public.  
• There will be no usage of the company’s name throughout the research study. 
No specific company information will be disclosed, just surface level general 
discussion about the various integration processes.  
• The researcher will refer to the company through-out the study as a Mid-Tier 
Accounting Firm within South Africa.  
• For peace of mind, a willing Partner or HR representative from the firm, can 
review the outcomes before it is sent off for final editing. 
 
Progress to date: 
 
• 2013 – started working on proposal. 
• 2014 - The proposal has been accepted by NMMU. The research committee 
at NMMU commended the research approach and proposal.  This does not 
happen often.  
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• 2015 – Literature study started and the researcher intends to start the field 
work soon. 
 
Theory in support of motivation for this study: 
 
• Readiness for change is conceived as a multifaceted concept that comprises 
of the following dimensions: 
o Emotional dimension; refers to the affective reactions toward change. 
o Cognitive dimension; refers to the beliefs and thoughts people hold 
about change. 
o Intentional dimension; refers to the extent to which employees are 
prepared to put their energy into the change process. 
 
• To broaden understanding of readiness to change, it is essential to look at 
climate dimensions and process factors of change.  
 
o Climate of change: is seen as an employee’s perceptions of which 
organisational change initiatives in an organisation are expected, 
supported, and rewarded. It is an important component for shaping 
employees attitudes towards change. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a 
positive attitude towards change Under this component you will focus 
on: 
 Trust in Leadership: In organisations where trust in top 
management exists, and where change projects have been 
implemented successfully in the past, organisational members 
are more likely to develop positive attitudes toward new changes 
 
o Process Dimensions: Process dimensions will look at the following 
elements that will contribute to positive outcomes of an organisations 
change efforts: 
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 Models of change: they will provide more theoretical 
knowledge on different ways for change implementation.  
 Process factors: process factors of change interventions refer 
to the conditions facilitating or inhibiting success of change such 
as participation, support by supervisors, communication and 
attitude of top management towards change.  
 
Proposed Model to be utilised:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
• Climate of change, process of change, cognitive-, emotional- and intentional 
readiness are all dimensions that will measure readiness to change.  
• Work engagement also consists of elements that will measure the level of 
work engagement.  
• This research study also wishes to explore the relationship between readiness 
to change and work engagement.  
• This will add a lot of value to the firm as mentioned earlier.  
 
 
Emotional 
Readiness 
Readiness to  
Change 
Cognitive 
Readiness 
Intentional 
Readiness 
Trust in 
Leadership 
Process 
of change 
Work 
Engagement 
Participation 
Support by 
Supervisor 
Attitude of 
Top 
management 
Vigour Dedication Absorption 
Quality of 
change 
communication 
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I hope this proposal has highlighted the value this study can possibly bring to our 
firm.  
 
Thanking you in advance,  
 
 
Megan Matthysen 
Senior Human Resources Officer 
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APPENDIX B 
 
Dear Participant, 
 
I would like to invite you to participate in a research study regarding the ongoing 
integration processes within the firm. The information from the study will possibly 
deteremine the relationship between readiness to change and work engagement 
within the firm. Results obtained from this study will be very valuable for future 
integration projects and the well-being of employees within the firm.  
 
I humbly request that you complete the electronic questionnaire, in order to gather 
data for the study. Participation is voluntary, but your assistance will be greatly 
appreciated and will be valuable to this research. Participants will remain anonymous 
and may withdraw at any stage without penalty. All data obtained will be treated in a 
strictly confidential manner and will only be used for the purposes of the research. 
 
Should you wish to participate, please click on the following link: 
http://forms.nmmu.ac.za/websurvey/q.asp?sid=1405&k=llueugysdb  
 
When electing to participate in completing the electronic questionnaire, it will be 
regarded as implied consent.  
 
Any queries regarding the survey can be directed to Megan Matthysen at   
megan.matthysen@gmail.com   
 
Thanking you in advance,  
 
 
 
Megan Matthysen 
Senior Human Resources Officer 
 
Tel:  041 501 9756 
 
Supervisor: Dr Chantel Harris 
Tel: 041 504 2124 
 
NMMU ethics clearance number: H-15-BES-IOP-003     
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APPENDIX D 
Abbreviation as per model Meaning of abbreviation 
Readiness for change 
RFC Readiness for change 
RFC Emo Emotional readiness 
RFC Cog Cognitive readiness 
RFC Int Intentional readiness 
Work engagement 
WE absorption Absorption 
WE dedication Dedication 
WE vigour Vigour 
Process of change 
POC QCC Quality of change communication 
POC PAR Participation 
POC ATC Attitude of top management 
POC SBS Support by supervisor 
Trust in leadership 
TLE Trust in leadership 
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ABSTRACT 
 
Readiness to change is a critical element for the successful implementation of 
organisational change (Weiner, 2009). Work engagement is an important driver for 
organisational success (Lockwood, 2007) and it is important that organisations 
sustain work engagement during organisational changes. Readiness to change and 
work engagement are both important aspects of a successful organisation. The 
purpose of this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm in South Africa.  
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). The measuring 
instrument utilised demonstrated adequate reliability. By utilising the OCQ-C,P,R two 
additional constructs were incorporated into the study namely process of change and 
trust in leadership. The measuring instrument was sent electronically to all the staff 
members within the mid-tier accounting firm across South Africa. The researcher 
obtained a sample of n = 340. A model was constructed based on the measuring 
instrument to illustrate the hypothesised relationships between the constructs. 
Results from confirmatory factor analysis suggested that there was a good model fit 
with the data. Both descriptive and inferential statistics techniques were used for the 
data analysis.  
 
The relationships between the constructs were tested through structure equation 
modelling and Pearson’s product-moment correlation coefficients. The results of the 
study indicated that there is a practical and statistically significant relationship 
between readiness to change and work engagement. The results of the study 
implied that high levels of work engagement will generate high levels of readiness to 
change. Engaged employees are better able to cope with job demands during 
change processes which ultimately will impact whether change implementation is 
successful. Readiness to change and work engagement also indicated significant 
correlations with process of change and trust in leadership. Demographic groups had 
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significant differences in the mean scores for work engagement, process of change 
and trust in leadership.   
 
Keywords: Readiness to change, Work engagement, Trust in leadership, Process of 
change. 
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CHAPTER 1 
INTRODUCTION 
 
1.1  INTRODUCTION 
 
“Change in organisations has become synonymous with standard business practices 
and long-term organisational ends should be reformulated on a regular basis” 
(Appelbaum, St-Pierre & Glavas, 1998, p.289). 
 
Factors such as globalisation, reduced technology cycles, shifting demographics, 
changing customer demands and worker expectations, international economic trends 
and international competition are some of the generic forces driving change within 
South African organisations (Swanepoel, Erasmus, Van Wyk, & Schenk, 2003). 
Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without this balance, 
organisations can risk having anxious and resistant employees that may yield to 
diminishing productivity which untimely will affect the bottom line.   
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe, De Vos 
& van den Broeck, 2009). Because the future is often uncertain in terms of change, 
employees are not motivated to change unless there are compelling reasons to do 
so.  Bouckenooghe et al. (2009) explain that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness exists, the 
organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Armenakis, 
Harris and Mossholder (1993) mentioned that when organisational members are not 
ready for the change they may initiate negative reactions such as sabotage, 
absenteeism, and output restrictions. Readiness to change reflects beliefs, feelings 
and intentions regarding the extent to which changes are needed as well as 
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perceptions of individuals and organisational capacity to successfully enact those 
changes (Armenakis et al., 1993).  
 
The motivation for this study was based on the notion that organisations need to 
determine the change readiness of its members before embarking on such 
processes, as this could possibly lead to the success or failure of planned change.  A 
further motivation was to explore the relationship between readiness to change and 
work engagement during a change process within a mid-tier accounting firm. 
Mangundjaya (2012) stated that all dimensions of work engagement will influence 
readiness to change. Work engagement is viewed as a workplace approach 
designed to ensure that employees are committed to the organisation’s goals and 
values, motivated to contribute to organisational success and simultaneously to 
enhance their own sense of well-being (McLeod & Clark, 2009). Work engagement is 
the degree to which people commit to an organisation and the impact that 
commitment has on how well they perform, as well as their length of tenure 
(Federman, 2009). Mangundjaya (2012) believes that the higher the work 
engagement, the higher the readiness to change will be.  
1.2  BACKGROUND TO THE STUDY 
 
The mid-tier accounting firm under scrutiny employs 990 professionals in South 
Africa and 73 Partners (N. Solomon, personal communication, February 2, 2015). 
Worldwide the firm can rely on the skills of 17000 professionals in 77 countries which 
structure its integrated partnership in Europe, Africa, the Middle East, Asia Pacific, 
North America, Latin America and the Caribbean (R. Williams, personal 
communication, September 26, 2014).   
 
The mid-tier accounting firm underwent an integration process with an international 
accounting firm on 1 September 2008 and the merger between the firms introduced 
many changes. Various integration processes continue to take place. The aim for the 
mid-tier accounting firm was to become fully integrated in a national and international 
capacity. From an international level the firm had adopt new policies (i.e. dress 
code), procedures (i.e. audit methodologies, company procedures) and visual 
identity (i.e. firm name and logo). From a national level the integration processes 
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implied that all the offices across South Africa would be viewed as one practice and 
possess similar business policies, procedures and strategies.  
 
Certain integration processes within the mid-tier accounting firm were changing the 
client information system, which implied numerous changes in the way the firm is 
operated. For example, it changed the process of how clients were invoiced for 
services rendered.  Furthermore, it will impact the outputs for certain positions such 
as the Debtors Clerk function in each office. The debtors function will be moved to 
one central location rather than operating from each individual office. Thus, the 
Debtors Clerk job function could be made redundant in some of the individual offices. 
The latter creates uncertainty for all Debtors Clerk positions around the country (R. 
Williams, personal communication, July 23, 2014).  
 
Before the national office integration took place, each office from the mid-tier 
accounting firm within South Africa was a separate practice with their own registered 
business entities and partnerships. There are currently 12 offices across South 
Africa (R. Williams, personal communication, July 23, 2014). Several structural 
changes within the national practice were conducted to transfer all the employees, 
from the various offices within the mid-tier accounting firm across South Africa, into 
different reporting entities to form one national integrated practice across South 
Africa (R. Williams, personal communication, July 23, 2014).  
 
However, some offices selected to move back to their old structures and reporting 
lines due to legal implications with regards to tendering for work within the Auditor 
General (R. Williams, personal communication, July 23, 2014). For the latter offices, 
a big portion of fees is produced from work done for the Auditor General and they 
could not tender for work if they were attached to the ”bigger” national partnership. 
Tendering for Auditor General projects has certain requirements such as Broad 
Based Black Economic Empowerment (BBBEE), which could not be achieved if 
these offices were registered within the national practice.  Therefore, reverting back 
to past structures was a practical business decision.  
 
These movements could possibly have impacted future change processes as the 
employees’ readiness to change was affected by the track record of an organisation 
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in dealing effectively with change (Bouckenooghe et al., 2009).  The mid-tier 
accounting firm indicated that the new structures were not effective and therefore 
moved back to the original structures and business entities. Employees were 
informed that this component of the change was unsuccessful. Over the past few 
years the mid-tier accounting firm has been through several mergers and integration 
processes with other accounting firms resulting in the firm growing in numbers (R. 
Williams, personal communication, July 23, 2014). Merging with other accounting 
firms has had a big impact on the employees involved in terms of relocation to other 
offices, new policies and procedures to follow and adjusting to a new culture (R. 
Williams, personal communication, July 23, 2014).   
 
In order to place the current study in context, it is necessary to be familiar with the 
following fields of study: readiness to change and work engagement.  An introduction 
to the literature review will be discussed in the following section and should provide a 
better understanding regarding the concepts under scrutiny. 
1.3  READINESS TO CHANGE 
 
Readiness to change takes its roots in early research on organisational change 
(Walinga, 2008). The greatest challenge lies with the common assumption in 
organisational change literature that employees need to “be made ready” for the 
change that is imminent within the organisation (Aremenakis & Harris, 2002). 
Walinga (2008) explains that facilitating employee readiness to change would entail 
exploring how leaders can “get ready” to “get employees ready” for change. 
 
Readiness is considered a critical precursor to the successful implementation of 
complex changes (Weiner, 2009). It is suggested that failure to establish sufficient 
readiness accounts for one-half of all unsuccessful, large-scale organisational 
change efforts (Weiner, 2009). Readiness to change is not only a multi-faceted 
construct (Bouckenooghe et al., 2009), but a multi-levelled one. Specifically, it refers 
to employees’ commitment and efficacy to implement organisational change. This 
definition followed the usual language use of the term ”readiness”, which suggests a 
state of being both psychologically and behaviourally prepared to take action. 
Change commitment refers to organisational members' shared resolve to pursue the 
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courses of action involved in change implementation (Weiner, 2009). Change 
efficacy refers to organisational members' shared beliefs in their collective 
capabilities to organise and execute the courses of action involved in change 
implementation (Weiner, 2009). 
1.4  WORK ENGAGEMENT  
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli, Salanova, 
Gonzalez-Romá, & Bakker, 2002, p.74). Engaged individuals are energetic and feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007).  Vigour is characterised by energy, mental resilience, the 
willingness to invest one’s effort, and persistence (Schaufeli, Salanova et al., 2002). 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, Salanova et al., 2002, p.74). Absorption is 
characterised by being engrossed in one’s work, to the extent that time passes 
quickly and it is difficult to detach oneself from work (Schaufeli, Salanova et al., 
2002).  
 
Engaged employees are generally more productive in the workplace (Wu, 2013). 
Work engagement has become a popular topic within both academic and practical 
areas since 1990s. Robinson, Perryman and Hayday (2004) conceptualised 
engagement as a positive employee attitude towards the organisation and its values.   
 
Work engagement overlaps with the research topics of employee commitment, 
motivation and satisfaction, but is differentiated from these variables in that it can 
either be a result of organisational efforts or the employee’s choice of engagement 
with the organisation (Robinson, et al., 2004). Work engagement is a key business 
driver for organisational success, where high levels of engagement promote 
retention of talent, foster customer loyalty and improve organisational performance 
and stakeholder value (Lockwood, 2007). Engaged employees typically remain 
enthusiastic about their company and choose to remain with the organisation. These 
employees feel valued for the contributions they make and not merely for the salary 
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they receive. Work engagement is influenced by many factors ranging from 
workplace culture or climate, organisational communication and managerial styles to 
trust, respect, leadership and company reputation (Lockwood, 2007).  
 
Organisational changes that result from mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more resistant towards continuous change and 
ambiguity (Burnes, 2005). The problem becomes exaggerated when change agents 
(i.e. managers, top management) fail to include the individual in the adaptation 
process and also fail to manage the change process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged in their work and the 
organisation (Marks, 2007). According to Weiner and Roberta (2008) disengagement 
includes feelings of alienation or loss of identity with an organisation.  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. It is important for change agents to consider work engagement as an 
integral part of the change process, that is, before, during and after change has 
taken place (Bhola, 2010). The current study explored the relationship between 
readiness to change and work engagement within an organisation undergoing 
change.  
 
In a study conducted by Myungwean (2011), certain aspects of leadership, such as 
employees’ trust in executive management, effective leadership practices, and the 
quality of employee– manager relationships influence readiness to change. Further 
studies highlight that there is a relationship between readiness and processes of 
change (Ranta, 2011; McKay, Kuntz & Näswall, 2013; Jimmieson, Peach & White, 
2008). Furthermore, Mahembe (2014) suggests that there is a positive relationship 
between trust in the leader and work engagement. Bargagliotti (2011) concluded that 
trust in the leader is an antecedent of work engagement. Organisational climate, 
such as trust in leadership, is important for establishing a positive attitude towards 
change. In light of the above discussion it was essential to include climate- and 
process of change within the current study. The latter constructs could possibly 
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influence the employees’ readiness to change and work engagement within the mid-
tier accounting firm under scrutiny during change implementation.  
1.5 CLIMATE OF CHANGE 
 
Individuals need trust, support and cooperation to function effectively. Organisations 
with climates that have flexible and supportive structures are conducive to 
establishing a positive attitude towards change (Bouckenooghe et al., 2009). Tierney 
(1999) agrees that the psychological climate dimensions of trust, participation and 
support are preconditions of an environment conducive to change. Schneider, Brief 
and Guzzo (1996) explain that an organisational climate is an important component 
for shaping employee actions, including employee attitudes toward change. As 
mentioned by Robinson et al. (2004) work engagement is conceptualised as a 
positive employee attitude towards the organisation and its values. Therefore, 
focusing on factors that shape employee attitudes within the organisational climate 
during change was essential for the current study.  
1.6 PROCESS OF CHANGE 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models will be discussed within the literature review of the 
current study.  Process factors of change, specifically within the current study, have 
a more temporary nature and refer to the actual approach of how a specific change 
project is dealt with or implemented (Bouckenooghe et al., 2009). Open 
communication, knowledge sharing and participation are some factors that could 
facilitate successful change practices. As mentioned before, when change agents fail 
to manage the process it can lead to employees becoming disengaged in their work 
(Marks, 2007). Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change, which highlights the importance of 
such agents managing the change process effectively (Bouckenooghe et al., 2009). 
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1.7  RATIONALE OF THE STUDY 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm within South Africa. 
The merger between the mid-tier accounting firm under scrutiny and the international 
accounting firm, as mentioned previously, has introduced a considerable amount of 
organisational change by way of integration processes of the mid-tier accounting 
firm’s policies, strategies and business procedures.  
For the purpose of this study, the researcher focused on the relationship between 
readiness to change and work engagement. The researcher anticipates that the 
results from this study will identify how varying levels of employees within the mid-
tier accounting firm will perceive the organisational change and could reveal best 
practices for future change implementation. By revealing the relationship between 
readiness to change and work engagement during a change process, the mid-tier 
accounting firm will be informed on how to approach anticipated future changes. The 
researcher anticipates that the latter will enhance change management and 
implementation processes, as the agents (i.e. managers and top management) 
implementing the change will know what to focus on in respect of the employees, to 
ensure smooth organisational change implementation.  
1.8  STATEMENT OF THE PROBLEM 
 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams et al., 2003). Management in organisations stand accused of implementing 
change, which they believe will benefit the organisation, without considering the 
effects that it may have on employees (McHugh, 1997).  
There is a further possibility that organisational change is resisted and could 
potentially fail. Dawson (2003) explained that this may be due to the manner in which 
change has been visualised, announced and implemented or because internal 
resistance was built against it. Employees, in other words, sabotage those changes 
they view as negative to their own interests (Dawson, 2003).  
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As mentioned earlier, engaged individuals are energetic about their work, feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007b). Engaged employees remain enthusiastic about their company 
and choose to remain with the organisation. Organisational climate is one of many 
factors that influence work engagement (Brad & Thomas, 2013) and is an important 
component for shaping employee actions. This includes employee attitudes toward 
change (Schneider et al., 1996) and behavioural manifestations of employee 
engagement (Brad & Thomas, 2013). Organisations with flexible and supportive 
structures are conducive to establishing a positive attitude towards change 
(Bouckenooghe et al., 2009), in turn affecting an employee’s readiness to change.  
 
The current study anticipates determining how readiness to change is related to work 
engagement, specifically in a mid-tier accounting firm.  
1.9.  THE SIGNIFICANCE OF THE STUDY 
 
It is predicted that by determining the relationship between readiness to change and 
work engagement within the mid-tier accounting firm undergoing change, the firm 
could receive valuable information on how the integration or change processes 
impact the employees and top management within the mid-tier accounting firm, and 
how to approach further integration or procedures.  
 
It is further anticipated that the results of the study could reveal the employees’ level 
of work engagement within the mid-tier accounting firm. If the results reveal that 
employees have low levels of work engagement, the firm can improve or focus on 
how to improve the matter. Alternatively, the mid-tier accounting firm can continue 
with current practices if the results indicate a higher level of work engagement 
amongst employees.  
 
The study could potentially emphasise the perceived trust that employees have in 
leadership. This information is extremely valuable to any organisation. The leaders of 
the organisation will need to focus on improving trust if the results identify that there 
are low levels of trust in leadership amongst employees. It is anticipated that low 
levels of trust in leadership will negatively affect the majority of operations within the 
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firm i.e. performance management, learning and development, all forms of 
leadership decision making etc., ultimately affecting the profitability of the firm.  
 
Since the current study was conducted within a mid-tier accounting firm, a further 
significance of the study could be that the research could be conducted in other 
accounting firms undergoing change processes.  
1.10  FRAMEWORK FOR THE PRESENT STUDY 
 
While the first chapter gave a brief introduction, the second chapter reflected on the 
literature and previous studies surrounding the main constructs in this study. The 
third chapter described the research methodology employed in this study and the 
fourth chapter was dedicated to analysing the results. The fifth and final chapter 
focused on a discussion of the results, the limitations of the study, as well as 
recommendations for the mid-tier accounting firm involved and recommendations for 
future research. 
1.11  CONCLUSION 
 
A change process can only be implemented successfully if there is a level of 
readiness to change (Bouckenooghe et al., 2009). When such readiness exists, the 
organisation is informed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Engaged 
employees remain enthusiastic about their company and choose to remain with the 
organisation (Lockwood, 2007). It is important for change agents to consider work 
engagement as an integral part of the process, that is, before, during and after 
change has taken place (Bhola, 2010) as work engagement is critical for 
organisational success (Lockwood, 2007). The current study explored the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. In the next chapter, the researcher reviewed the literature on 
change, readiness to change and work engagement, so as to draw the links between 
the above constructs and highlight the relationships that may exist. 
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CHAPTER 2 
LITERATURE REVIEW 
 
2.1  INTRODUCTION 
 
As discussed in the previous chapter, the aim of the present study was to determine 
whether there is a relationship between readiness to change and work engagement 
within a mid-tier accounting firm undergoing change.   
 
The present chapter will discuss the concept of change, organisational change and 
change theories, change management and change models. Further to this, the 
concept of work engagement will be discussed. The researcher will also introduce 
the proposed model within the current study. The final section of the literature review 
will reflect on the empirical studies which have been conducted between the 
constructs in the study, to highlight the possible presence of any relationships. 
 
2.1.1  The concept of change 
 
Change, at its most basic level, may be signified at present when there is “an 
alteration of the status quo” (Bartol & Martin, 1998, p.500) or “the new state of things 
is different from the old state of things” (French & Bell, 1999, p.2). 
 
Change is defined as to make or become different (Abbas & Asghar, 2010). This 
definition is illustrated by the transformation of the caterpillar into a butterfly. There is 
a significant difference between one state and the next. Furthermore, change 
originated from the Latin verb “to barter” which means to pass from one state to 
another (Abbas & Asghar, 2010).  
 
Change may be any action or set of actions having some directions to do something 
new or to amend something (Boston, 2000). Change always requires commitment 
and direction. Change is not always positive but there are several methods of 
strengthening commitment to changes (Boston, 2000). 
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Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without balance, 
organisations can risk an anxious and resistant workforce that may yield to 
diminishing productivity (Swanepoel, Erasmus, Van Wyk & Schenk, 2003).    
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe et al., 
2009). Because the future is often uncertain in terms of change, people in general 
are not motivated to change unless there are compelling reasons to do so.  
Bouckenooghe et al. (2009) explained that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
Organisations are constantly making adjustments (Abbas & Asghar, 2010). 
Sometimes these adjustments are unintentional or spontaneous (Orlikowski, 1996). 
Sometimes changes arise from a plan, that is, an informal idea or formal design for 
changing the organisation (Abbas & Asghar, 2010). The next section will discuss the 
concept of organisation change.  
 
2.1.2  The concept of organisational change 
 
Traditional definitions describe an organisation as a purposeful coordination of 
people and their activities to reach explicit and shared objectives or goals (Robbins, 
1990). As mentioned before, change at its most basic level may be denoted as an 
alteration of the status quo. Thus, organisational change generally involves a 
situation where a different state of being is created with regard to the goal-directed 
coordination of people. The intention of such changes is to move the organisation 
from its current state to a more desirable, improved state.  
 
From the above, it may be inferred that people are central to organisational change. 
According to Robbins (1990), organisational change is viewed as any significant 
alteration of the behaviour patterns of a large number of individuals who constitute 
the organisation. However, others view organisational change as involving more than 
employee behaviour. For example, Gibson, Ivancevich and Donnelly (2000) defined 
organisational change as a planned effort by the organisation’s management to 
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improve the performance of employees, groups and the organisation’s structure and 
processes.  Greenberg and Baron (1993) emphasised that organisational change 
affects the organisation’s structure, technology, and/or people.  Robbins (1990) 
included both of these perspectives by stating that organisational change involves 
four levels, namely people, structure, technology and processes. Waldersee and 
Griffiths (2004) emphasised that the classification of change has long been 
recognised as behavioural-social or technical-structural.  Stiles (1999) accentuated 
an additional dimension of organisational change, namely changes in organisational 
strategy. By integrating the viewpoints presented for the current study, it may be 
inferred that organisational change involves the significant alternation of any number 
of levels in the organisation, including behaviour, structures, technology, processes 
and strategy.  
 
Dawson (2003) suggested that at its simplest, organisational change can be defined 
as new ways of organising and working. However there is much more detail 
regarding organisational change than what this simple definition might suggest. 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams, Crafford & Fourie, 2003). According to McHugh (1997) management in 
organisations stand accused of implementing change, which they believe will benefit 
the organisation, without considering the effects that it may have on employees.  
 
Mack, Nelson and Quick (1998) emphasised the importance of considering 
individuals during organisational change. They argued that although the changes are 
generally essential and may be overdue, the potential cost to the individual and the 
company in terms of medical expenses, lost productivity, lowered motivation and 
morale cannot be ignored (Mack et al., 1998).  Furthermore, the costs can be directly 
attributed to the adverse conditions and stress encountered by individuals during 
organisational change (Williams et al., 2003). 
 
2.1.2.1 Forces of change 
 
There are two major forces of change, namely; external forces and internal forces 
(Donnelly, Gibson & Ivancevich, 1984). External forces include market conditions, 
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organisational environment, government policy and programmes as well as 
technology. The external forces are located outside the organisation (Bassey, 
Solomon & Omono, 2014). They are embedded in the organisational environment. 
Market conditions, for example demand, are influenced by the liquidity level of the 
economy. Religious, social and technological environments are also sources of 
change outside organisations (Bassey et al., 2014). 
 
Bassey et al. (2014) stated that internal forces of change include factors that are 
located within the organisation such as employees’ demand, organisational 
processes and interpersonal relations. Should any of these processes malfunction it 
may prompt change. A breakdown of communication between employees and 
management may cause conflict which may result in certain changes (Bassey et al., 
2014). For example, change in management within a department could possibly 
impact the communication within the department due to the difference in leadership 
style of the new manager. This could result in the new manager enforcing change, 
such as the reporting structures of the department to improve communication to suit 
their leadership style.  
 
2.1.2.2 Different types of change 
 
There are different types of change that may take place in the organisation, just as 
there are different forces of change. According to Chen, Suen, Lin and Shief (2013), 
managers are continually facing choices about how best to respond to the forces of 
change. Types of change fall into two broad categories: evolutionary and 
revolutionary changes (Chen et al., 2013). 
 
2.1.2.2.1 Evolutionary change 
 
According to George and Jones (2007) evolutionary change is steady, irregular, and 
narrowly-focused. Its main purpose is to make continuous improvement in order to 
adjust to the ongoing changes (Chen et al., 2013). The most widely known types of 
evolutionary change are socio-technical systems theory, total quality management, 
and management by objectives (George & Jones, 2002).  
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Deming (1989, in Chen et al., 2013) explained that socio-technical systems theory 
emphasises the importance of the social and technological aspects within the 
organisation during the process of change. Total quality management is an ongoing 
and constant effort by all in an organisation to improve the quality of the 
organisation’s goods and services (Deming, 1989, in Chen et al., 2013). According to 
Cummings and Worley (2001) management by objectives specifies the importance 
of regular meetings between management and its employees. The purpose is to 
assess future work goals, evaluate current performance and discuss challenges and 
obstacles in an effort to motivate work effectiveness.  
 
2.1.2.2.2 Revolutionary change 
 
George and Jones (2002) explained that revolutionary change is rapid, dramatic, and 
broadly focused. Furthermore, there are also three important types of revolutionary 
change: reengineering, restructuring, and innovation. 
 
Reengineering involves the important rethinking and fundamental redesign of 
business processes to achieve improvement in performance such as cost, quality, 
service, and speed (Hammer & Champy, 1993, in Chen et al., 2013). When an 
organisation experiences a decline in performance, managers may try to turn things 
around by restructuring. Innovation refers to the successful utilisation of skills and 
resources to generate new technologies or new goods and services. (Chen et al., 
2013). 
 
2.1.3  Organisational change theories 
 
There are various theories that exist on organisational change such as: Systems 
theory, Organisational Development theory, Complexity theory, and Social Worlds 
theory (Rhydderch, Elwyn, Marshall & Grol, 2004).  “These theories map onto a 
widely accepted typology of organisational change which suggests four basic types 
of theory which emphasise goals, people, evolution and conflict as triggers and 
mechanisms for change” (Rhydderch et al., 2004, p.213).  Rhydderch et al. (2004) 
explained that the following six dimensions reveal differences and similarities 
between the organisational change theories: metaphor of organisation; analytical 
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framework; trigger for change; the change process; the role of leadership; and 
resistance to change. The researcher will discuss the various change theories that 
are relevant to the current study and compare the theories based on the latter 
dimensions mentioned by Rhydderch et al. (2004). 
 
2.1.3.1  Systems theory 
 
Systems theory is a concept that originated from biology, economics, and 
engineering, which explores principles and laws that can be generalised across 
various systems (Amagoh, 2008). According to Amagoh (2008), a system is a set of 
two or more elements where the behaviour of each element has an effect on the 
behaviour of the whole. A system comprises of subsystems whose inter-relationships 
and interdependence move toward equilibrium within the larger system (Martinelli, 
2001). 
 
Rhydderch et al. (2004, p.214) explained that “systems theory emphasises the 
interrelatedness of parts of an organisation and by improving one part requires that 
consideration be given to the relationships with other parts of the system.” It is 
considered equally important to measure organisational aspects such as 
infrastructure, tasks, technologies and resources, both human and financial. 
Organisation change, according to Rhydderch et al. (2004), can be introduced by 
modifying these variables individually or in combination.  
 
In systems theory the change process involves setting standards, measuring 
achievement of standards, and feedback. The systems theory describes that 
leadership involves setting goals and the establishment of measurement and 
feedback circles (Amogoh, 2008). Furthermore, this theory explains that resistance is 
a consequence of a lack of clear goal setting. Resistance to change will be 
discussed in detail further on in the literature review.  
 
2.1.3.2  Complexity theory 
 
Complexity theory is defined as the measure of heterogeneity or diversity within 
internal and environmental factors such as departments, customers, suppliers, socio-
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politics and technology (Mason, 2007). Complexity theory focuses on how sections 
at a micro-level in a complex system affect developing behaviour (Amagoh, 2008). 
As the complexity of a system increases, the ability to understand and use 
information to plan and predict outcomes becomes more challenging. As the system 
becomes more complex, making sense of it becomes more difficult and adaptation to 
the changing environment becomes problematic (Mason, 2007). Over time, the 
increasing complexity leads to more change within the system (Amagoh, 2008).  
 
Rhydderch et al. (2004) further explained that complexity theory is the study of 
systems that are characterised by non-linear dynamics. According to Crabtree, Miller 
and Stange (2001), organisations are complex adaptive systems that consist of local 
mediators whose interactions lead to continually developing behaviour. The belief is 
that efforts to change practice should be preceded by efforts to understand it 
(Crabtree et al., 2001). The focus is on informally reviewing processes and 
structures in a way that encourages a team to have a sense of what works well and 
what requires improvement (Rhydderch et al., 2004).  
 
In complexity theory the change process and the outcome is less certain. Individuals 
will better understand emerging change if leaders acknowledge the cognitive 
processes associated with change. This theory explains that resistance is seen as 
one stage in the sense-making process, prompting reflective questions about why 
change is happening (Rhydderch et al., 2004). 
 
2.1.3.3  Organisational development theory 
 
Organisational development is described as an isolated episode of planned change 
in organisations through the application of behavioural disciplines and it therefore 
emphasises human processes in an organisation (Dunnette & Hough, 1992).  
Further to this, organisational development is described as theory and practice of 
planned, systematic change in the attitudes, beliefs, and values of the employees 
(Business directory, 2015). 
 
Organisational development implies that successful organisational change depends 
on agreement between individual and organisational goals (Rhydderch et al., 2004).  
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Organisational development theory typically uses Lewin’s (1951, in Rhydderch et al., 
2004) three-step change model, which involves (1) breaking down old tasks, 
behaviours and attitudes (unfreezing), (2) a transition time towards new ways of 
doing things (moving), and (3) the establishment of new routines (refreezing). In 
organisational development theory, the role of the leader is to encourage 
participation by individuals and teams (Rhydderch et al., 2004).   
 
Organisational development theory explains that leader activity is concerned with 
ensuring overlap between individual and organisational goals. Furthermore, this 
theory explains that resistance is due to a lack of overlap between organisational 
and individual goals (Rhydderch et al., 2004). Lewin’s three-step change model will 
be discussed later in this chapter.  
 
2.1.3.4  Social worlds theory 
 
According to Tovey and Adams (2001), Social World’s theory proposes that change 
surfaces as a function of negotiation and renegotiation between two or more social 
worlds. Social worlds are clusters of organisations that share common activities or 
concerns (Manca, 2010). Social Worlds theory suggests that conflict is the trigger for 
change or a difference of opinion between two distinct social worlds.  
 
Social World’s theory further suggests that leadership is strategic in orientation and 
is about striking a balance between different perspectives (Rhydderch et al., 2004). 
This theory explains that resistance is viewed as a natural part of a conflict process. 
Table 2.1 illustrates the similarities and differences between the theories mentioned 
above: 
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Table 2.1: Similarities and differences between organisational change theories 
(Rhydderch et al., 2004). 
 
Systems 
(goal-orientated) 
Complexity 
(evolution-orientated) 
Organisational 
Development 
(people-orientated) 
Social World 
(conflict-
orientated) 
Main Focus 
/ Concept of 
Theory 
Relationship 
between parts in 
an organisation. 
Change is 
almost 
structured.  
Change emerges 
between system and 
environment and 
between local level 
agents and system. 
Different approaches 
are tried.  
Planned Change. 
There is an 
agreement between 
the individual and 
the organisational 
goals.  
Change emerges 
through conflict.  
Metaphor 
for 
organisation 
Change is 
planned as an 
intentional 
event. 
Change is constant 
and not easily 
predicted. 
Change is planned 
as an intentional 
event. 
Change is 
constant and not 
easily predicted. 
Analytical 
Framework 
Change is seen 
as a single unit 
and has a 
micro-level 
focus. 
Interaction between 
the practice and its 
environment – there 
is a focus on inter-
organisational 
behaviours. 
Change is seen as 
a single unit and 
has a micro-level 
focus. 
Interaction 
between the 
practice and its 
environment – 
there is a focus on 
inter-
organisational 
behaviours. 
Trigger for 
Change 
Specific, clear 
and measurable 
goals. 
Change is seen as 
an evolution rather 
than driven through 
standards. 
Creates change to 
which people are 
committed. There 
needs to be an 
overlap between 
individual and 
organisational 
goals 
Conflict is the 
trigger.  
Change 
Process 
Set standards, 
measurable 
achievement of 
objectives and 
feedback.  
Change process and 
outcome is less 
certain. Different 
approaches are tried 
and the best one is 
used.  
Lewin’s 3 step 
model is used.  
Process is less 
certain. Status quo 
is challenged. 
Opposing views 
are represented.  
Leadership Clear goal 
setting and 
establishment of 
measurable 
feedback. 
Reviewing practice 
performance is 
important. Leaders 
need to be 
concerned with 
helping individuals 
interpret the 
emerging change.  
Encourage 
participation by 
individuals and 
teams. 
Balancing 
opposing 
perspectives.  
Resistance 
to Change  
Lack of clear 
goal setting. 
The change is not 
understood. 
Lack of overlap 
between individual 
and organisational 
goals.  
Resistance is a 
natural part of the 
conflict process.  
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As mentioned earlier these theories map onto a widely accepted typology of 
organisational change which suggests four basic types of theory, namely 
emphasising goals, people, evolution, and conflict as triggers and mechanisms for 
change (Rhydderch et al., 2004, p.213).  Furthermore, these theories were 
discussed to broaden the reader’s understanding of the organisational change 
concept.  
 
From the above discussion the researcher anticipates that the systems-, complexity- 
and organisational development theories are applicable to the mid-tier accounting 
firm under scrutiny. The integration processes within the mid-tier accounting firm 
have had specific, clear and measurable goals (i.e. the change process surrounding 
the client information system had specific, clear and measurable goals). The change 
is an evolution, different approaches have been tried (i.e. the client information 
system did not work in all the offices which resulted in some offices going back to 
using the old client information system). Further to this, an overlap between 
individual and organisational goals has been a priority during the integration process 
(Hoosain, K., Personal Communication, February 8, 2013). The next section will 
focus on the concept of change management and will introduce certain change 
models for change implementation.  
 
2.1.4  The concept of change management 
 
In the current climate of economic pressure and evolving political priorities, 
organisational changes within organisations are becoming an increasing priority 
(Barnard & Stoll, 2010). However, change is a complex process that may have 
negative as well as positive outcomes.  
 
According to Burnes (2004) change is becoming and ever-resent feature of 
organisational life due to rapid technological development, growing workforce 
knowledge and shifting of accepted work practices. However, whilst many 
organisations appreciate the need for change, as many as 70 percent of change 
programs do not achieve their intended outcomes (Balogun, Hope & Hailey, 2004). 
In response to the increasing importance of organisational change, there is a 
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growing body of literature looking at the concept and processes of change 
management and factors that contribute to its success. 
 
The first and foremost obvious definition of change management refers to the 
making of changes in a planned and systematic fashion (Nickols, 2002). Change 
management is the art or science of making changes to a certain method or system 
in an orderly, systematic fashion, to make sense out of the organisational chaos that 
is permeating an organisation, its employees, its suppliers and vendors and most 
importantly its customers (Creasey, 2007). 
 
2.1.5  Models of change 
 
Change models provide organisations with procedural guidance by demonstrating 
steps that flow from one to another. Further in this chapter, when comparing the 
change models, it becomes evident that the steps are not perfectly linear. There will 
always be some overlap between the steps within the change models. Models of 
change attempt to help leaders and managers understand change and guide their 
organisations through the process (Gilley, Gilley & McMillan, 2009). The literature 
reveals numerous models designed to clarify phases of change, individual 
acceptance rates and steps for implementation (Gilley et al., 2009). The researcher 
discussed the following models of change in the current research study: Lewin’s 
model, Galpin’s nine wedges, Kotter’s eight-step model, Judson’s five-step model, 
Kanter’s ten commandments for executing change, the change readiness model, 
and Luecke’s seven-step model.  
 
The researcher will also do a comparison between the models discussed and identify 
the most common change steps amongst them. These models will increase the 
understanding of the different change management processes and provide depth to 
the concept of change management. 
  
2.1.5.1  Kotter’s Eight Step Model 
 
According to Khan (2011), a typical business process undergoes continuous 
changes. Change has become a necessity so that business processes can be 
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optimised repeatedly. Change management, according to Khan (2011), is a practice 
that is followed by most managers and team leaders in an organisation to enable 
changes in that organisation.  
 
Kotter’s (1996, in Khan, 2011) eight-step change management model is one such 
model which can be used by managers to bring necessary changes to the execution 
of projects (Khan, 2011). The model contains the following steps:  (1) creating 
urgency, (2) formulating coalitions, (3) creating the change vision, (4) communicating 
the change vision, (5) empowering team members, (6) creating short term wins, (7) 
consolidating improvements, and lastly (8) anchoring changes (Kotter, 1996 in Khan, 
2011). The researcher will briefly describe each of these steps.  
 
Creating Urgency. For change to happen successfully, it will be helpful if the whole 
firm really wants it. Therefore, it is important to develop a sense of urgency around 
the need for change. This may help spark the initial motivation to get things moving. 
“Most successful change efforts begin when some individuals or groups start to look 
at a company’s competitive situation, market position, technological trends, and 
financial performance. They then find ways to communicate this information broadly 
and dramatically. Without motivation, people won’t help and the effort goes nowhere” 
(Kotter, 1995, p.60).  Kotter (1996, in Khan, 2011) explained that for change to be 
successful, 75 percent of an organisation’s management needs to "buy into" the 
forthcoming change. In other words, management has to really work hard on the first 
step of Kotter’s model and spend significant time and energy building urgency, 
before progressing to the next steps (Khan, 2011).  
 
Forming Coalitions. Team work is a necessary aspect of management (Khan, 2011). 
The next step of Kotter’s (1996, in Khan, 2011) model explained that forming a 
coalition in the organisation is critical as it helps in successful execution of projects 
or imminent change (Khan, 2011).  
 
Creating the Change Vision. Khan (2011) explained that the project managers or top 
management should identify necessary reasons for bringing in change while 
executing a project. Enforcing change without a vision is not considered to be good 
practice. According to Kotter, productivity will be increased if a manager creates and 
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explains a change vision to team members and also acts on it (Khan, 2011). A clear 
vision can help everyone understand why they are asked to do something. When 
people see for themselves what the firm is trying to achieve, then the directives they 
are given tend to make more sense (Khan, 2011). 
 
Communicating the Change Vision. Multiple obstacles arise when a project manager 
tries to bring change while executing an existing project (Khan, 2011). One such 
obstacle is from the team members. According to Kotter (1996, in Khan, 2011), 
obstacles arising from the team members can be avoided by communicating the 
reasons behind the change (Khan, 2011). The change vision can be shared by 
eliminating the jargon associated with it and explaining the change vision in the 
simplest of ways, organising regular meetings by conducting multiple forums and 
sharing the change vision among the team members, and lastly demonstrating the 
change vision through a manager’s actions, so that the team members can be 
inspired by his actions. 
 
Empower team members. To implement change in an organisation, it is essential to 
motivate the team members to accept the change because it is a natural tendency to 
avoid change. It is very important to remove the obstacles which disempower team 
members from accepting change (Khan, 2011). 
 
Creating Short Term Wins. Nothing motivates an employee more than successful 
execution of a task or a project. While bringing change in an organisation, it 
becomes important to create short-term wins for the team. Khan (2011) explained 
that creating short-term wins motivates the team members on a continuous basis as 
they will be able to verify the results at multiple intervals while executing a project 
(Khan, 2011).  
 
Consolidate Improvements. According to Bourda (2012) organisations need to use 
increased credibility to change systems, structures, and policies that are not aligned 
to the vision. It is argued that many change projects fail because victory is declared 
too early (Kotter, 1995). Khan (2011) explained that if the various stages of the 
change process are monitored, management will be able to combine the 
improvements arising from each stage. Furthermore, it is essential to hire, promote, 
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and develop employees who can implement the organisation’s vision (Bourda, 
2012).  
 
Anchoring Changes. After identification of successful changes, it is essential to root 
them (Khan, 2011). “Until new behaviours are rooted in social norms and shared 
values, they are subject to dilapidation as soon as the pressure for change is 
removed” (Kotter, 1995, p.67). It is also important that the leaders continue to 
support the change (Khan, 2011). This step is similar to Lewin’s refreezing stage, 
which will be introduced in the next section, in which new behaviours and ways are 
anchored into daily routines (Gilley et al., 2009).  
 
2.1.5.2  Lewin’s change model 
 
According to Mind Tools (2012), to begin any successful change process there 
should be an understanding why the change must take place. Lewin (1947, in 
Kritosonis, 2005) explained that motivation for change must be generated before 
change can occur. Lewin’s change model consists of three stages, namely 
unfreezing, change or movement, and refreezing (Kritosonis, 2005).  
 
Unfreeze. The first stage involves finding a method of making it possible for 
individuals to let go of an old pattern that was counterproductive in some way. This is 
the stage where the desire to change occurs, or at least the recognition that change 
is needed (Kaminski, 2011). Unfreezing entails assessment of the current state and 
readying individuals and organisations for change (Gilley et al., 2009). According to 
Mind Tools (2012) this stage involves preparing the organisation to accept that 
change is necessary, which involves breaking down the existing status quo before 
developing a new way of operating. 
 
“Some activities that can assist in the unfreezing step include: motivating participants 
by preparing them for change, building trust and recognition for the need to change, 
and actively participating in recognising potential problems and brainstorming 
solutions within a group” (Kritosonis, 2005, p.2). 
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Change or Movement. After the ambiguity and insecurity created in the unfreezing 
stage, the change or movement stage is where people begin to resolve their 
uncertainty and look for new ways of doing things. People start to believe and act in 
ways that support the new direction (Mind Tools, 2012). Kritosonis (2005) explained 
that during this step it is essential to move the target system to a new level of 
steadiness. Movement occurs when employees engage in the change process 
(Gilley et al., 2009).   
 
According to Mind Tools (2005) there are three actions that can assist in the 
movement stage include: (1) persuading employees to agree that the status quo is 
not beneficial to them and encouraging them to view the situation from a fresh 
perspective, (2) work together on a quest for new, relevant information, and (3) 
connect the views of the group to well-respected, powerful leaders that also support 
the change. The transition from unfreezing to changing does not happen 
instantaneously. People take time to embrace the new direction and participate 
proactively in the change (Mind Tools, 2005). In order to accept the change and 
contribute to making it successful, people need to understand how the changes will 
benefit them. Not everyone will fall in line just because it is deemed to be necessary 
and that it will benefit the company. This is a common assumption and pitfall that 
should be avoided (Kritosonis, 2005).   
 
Refreezing. The third step of Lewin’s (1947, in Kritonsonis, 2005) three-step change 
model, is refreezing. This step needs to take place after the change has been 
implemented in order for it to be sustained over time. Refreezing anchors new ways 
and behaviours into the daily routine and culture of the organisation (Gilley et al., 
2009). It is highly likely that the change will be transitory and that the employees will 
revert to their old behaviours if this step is not taken. Kritosonis (2005) explained that 
the purpose of refreezing is to stabilise the new equilibrium resulting from the change 
by balancing both the driving and restraining forces. According to Kaminski (2011) 
the changes that are implemented are “frozen” in place to guarantee that they 
become part of the normal working procedures. This is done by establishing 
supportive mechanisms such as policies, rewards, ongoing support, and a solid 
orientation to the new system for incoming personnel (Kaminski, 2011). 
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“This change model of Lewin (1947) illustrated the effects of forces that either 
promote or inhibit change. Specifically, driving forces promote change while 
restraining forces oppose change. Hence, change will occur when the combined 
strength of one force is greater than the combined strength of the opposing set of 
forces” (Robbins, 2003, p.564-565). 
 
2.1.5.3  Judson’s Five-step Change Model 
 
The Judson (1991) model of implementing a change consists of five phases, namely: 
analysing and planning the change; communicating the change; gaining acceptance 
of new behaviours; changing from the status quo to a desired state; and 
consolidating and institutionalising the new state. Within each phase, Judson (1991) 
discussed predictable reactions to change and methods for minimising resistance to 
change agent efforts.  
 
Among the different methods, Judson (1991) explained that resistance can be 
overcome by using alternative media, reward programs, bargaining and persuasion. 
It is important to note that Judson’s (1991) model is presented from the perspective 
of the change “agent” or instigator, and does not examine change from the 
perspective of employees on the receiving end of change. 
 
2.1.5.4  Ten Commandments for Executing Change 
 
Kanter, Stein and Jick (1992) explained that Lewin’s model of change is too simple 
as it is based on the view that organisations are essentially stable and static. They 
disagree with the idea that change results only from concentrated effort, and that it 
occurs in one direction at one time. Kantel et al. (1992) explained that change is 
multi-directional and universal; therefore change happens in all directions at once 
and is a continuous process. Under the circumstances, they offer the following ten 
commandments for executing change: (1) analyse the organisation and its need for 
change; (2) create a shared vision and a common direction; (3) separate from the 
past; (4) create a sense of urgency; (5) support a strong leader role; (6) line up 
political sponsorship; (7) craft an implementation plan; (8) develop enabling 
structures; (9) communicate, involve people and be honest; (10) reinforce and 
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institutionalise change. The ten commandments will be discussed in the section 
below.  
 
Analyse the organisation and its need for change. The first commandment refers to 
understanding how the organisation works in order to determine the need for 
change. This can be done by examining the environment the organisation operates 
in and analysing the organisations strengths and weaknesses. (Viktorsson, 2014; 
Kanter et al., 1992).  
 
Create a shared vision and a common direction. According to Viktorsson (2014) this 
commandment proposes that creating a central change vision will reflect the core 
values of the organisation in relation to the change. When engineering change, 
management should create a shared vision as this is an attempt to articulate what is 
desired for the organisation’s future (Kanter et al., 1992). Further to this, the vision 
will guide the decisions to be made during the change processes to achieve 
successful change implementation (Viktorsson, 2014). 
 
Separate from the past and create a sense of urgency. The third and fourth 
commandments are tightly connected to the second commandment and refers to 
discontinuing the status quo and engaging in a new way of doing things by accepting 
the new vision. Further to this it is essential to gain support from the employees by 
creating a sense of urgency, especially if the situation does not naturally create a 
sense of urgency (Viktorsson, 2014). Kanter el al. (1992) concurred that disengaging 
from the past is crucial as it is difficult for an organisation to embrace a new vision 
until it has isolated the structures and routines that no longer work. Further to this, a 
sense of urgency is critical to rallying an organisation behind change (Kanter et al., 
1992).  
 
Support a strong leader role. The fifth commandment relates to the effective 
leadership of the change as well as supporting a change agent to guide and drive 
the process by creating a vision, developing the structures necessary for change 
(Viktorsson, 2014).  
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Line up political sponsorship. Support needs to be gained from all parts of the 
organisation, including managers and top management, for successful 
implementation to take place (Viktorsson, 2014).  A leader should guide, drive and 
inspire change (Kanter et al., 1992). 
 
Craft an implementation plan. The seventh commandment suggests constructing a 
detailed implementation plan that should describe how the implementation will be 
conducted, as well as when it will be done, and the milestones in between 
(Viktorsson, 2014). Kanter et al. (1992) explained that the change implementation 
plan is a practical road map for the change efforts.   
 
Develop enabling structures. The eighth commandment is about the structures that 
will enable change, which means that new structures shall be created if considered 
necessary. Examples of these structures are: workshops, training programs and 
reward systems (Viktorsson, 2014). 
 
Communicate, involve people and be honest. The ninth commandment explains that 
change agents should communicate openly and seek the involvement and trust of 
people (Kanter et al., 1992). The aim of this step is to have an open and honest 
communication with all personnel affected by the change in order to gain 
commitment and minimise resistance to change (Viktorsson, 2014). 
 
Reinforce and institutional change. According to Viktorsson (2014), the last 
commandment relates to rewarding and reinforcing commitment to the change 
processes in order to incorporate the change in the daily operations of the 
organisation. Kanter et al. (1992) concurred that managers and leaders should prove 
their commitment to the transformation process and help to incorporate new 
behaviour into the daily operations. 
 
2.1.5.5  Galpin’s nine wedges change model 
 
Galpin (1996) proposed a model with nine wedges that form a wheel. The wheel 
comprises of the nine wedges, namely; establishing the need to change, developing 
and broadcasting a vision of a planned change, diagnosing and analysing the current 
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situation, generating recommendations, detailing the recommendations, pilot testing 
the recommendations, preparing the recommendations for rollout, rolling out the 
recommendations and lastly, measuring, reinforcing, and refining the change.  
 
As a foundation for each wedge of the model, Galpin (1996) stressed the importance 
of understanding an organisation’s culture that is reflected in its rules and policies, 
customs and norms, ceremonies and events, and rewards and recognition. 
Moreover, in Galpin’s (1996) view, a successful organisational change effort must 
target two levels – the strategic level and the grassroots level (Zimmer, 2015). The 
strategic level refers to the initial efforts involving executives, senior managers or a 
small unit of employees; whereas the grassroots level refers to the efforts that drive 
change deep into an organisation by stressing implementation at the local level 
(Zimmer, 2015). 
 
 2.1.5.6  Armenakis, Harris and Field’s (1999) change readiness model 
 
Armenakis et al. (1999) established a model that incorporates elements of both 
Lewin’s (1947) work and Bandura’s (1986) social learning theory. The model 
contains seven steps with the purpose of facilitating the adoption and 
institutionalisation of desired change (Armenakis & Bedeian, 1999). This model 
focusses on creating readiness to change so that resistance is minimised 
(Armenakis & Bedeian, 1999). The first aspect of this model includes persuasive 
communication. This can be done through speeches held by change agents and 
articles in employee newsletters (Armenakis et al., 1999). The second aspect 
involves active participation by those affected. Examples of active participation would 
include vicarious learning and participative decision making (Armenakis et al., 1999).   
 
The third aspect ensures that the firm’s human resource management practices 
address change readiness in order to prevent resistance (Armenakis et al., 1999). 
An example would include ensuring that recruitment and selection professionals 
conduct competency based interviews, whereby candidates who are open to 
changes and adaptable are appointed.  A further example would be to ensure that 
training and development is focused on training staff to stay abreast with changes in 
their working environment (Armenakis & Bedeian, 1999). Another aspect of this 
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model is to have symbolic activities within the firm undergoing change (Armenakis et 
al., 1999). For example, an organisation needs to have ceremonies when change 
implementation has been successful. A further aspect of this model is diffusion 
practices such as best practice programs and transition teams, which are essential in 
avoiding change resistance (Armenakis et al., 1999).   
 
According to Armenakis et al. (1999) another facet of this model is to facilitate the 
adoption and institutionalisation of desired change by managing internal and external 
information. This will ensure that the correct communications about change 
processes are received. Lastly, it is essential to implement formal activities that 
demonstrate support for change initiatives, such as new organisational structures 
and revised job descriptions (Armenakis et al., 1999).   
 
2.1.5.7  Luecke’s seven steps 
 
Luecke (2003) developed a seven-step change model based on the research of Beer 
(1990), Schaffer and Thomas (1992). Luecke`s (2003) seven steps commenced by 
recommending mobilising energy and commitment through joint identification of 
business problems and the solutions. Next is developing a shared vision on how to 
organise and manage for competiveness (Parker, Charlton, Ribeiro & Pathak, 2013).  
Parker et al. (2013) mentioned that after the latter step leadership should be 
identified to guide teams towards results. 
 
Furthermore, this model advocates starting change at the periphery and not letting it 
spread throughout the organisation without it being directed from the top. Once 
results are attained, changes should be formalised into policies, systems and 
structures (Parker et al., 2013). Whilst the process of change is being implemented, 
Luecke (2003) highlighted the significance of monitoring and adapting strategies to 
address any issues encountered in the change process. Luecke (2003) believed that 
organisations can implement change better if they approach it with the right attitude, 
from the right angle and with a solid set of action steps. Table 2.2 will illustrate the 
comparison between the models discussed.  
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Table 2.2:  Comparison between change models 
Kotter’s 
Eight Step 
Model 
Lewin’s 
Change 
Model 
Judson’s 
(1991)  Five-
step Change 
Model 
Ten 
Commandment
s for Executing 
Change (Kanter 
et al. (1992) 
Galpin’s (1996) 
Nine Wedges 
Change Model 
Armenakis et 
al. (1999) 
Change 
Readiness 
Model 
Luecke’s 
(2003) Seven 
Steps 
 1. Unfreeze. 
1. Analysing and 
planning the 
change. 
1. Analyse the 
organisation and 
need for change.  
1. Establish the 
need to change.  
3. Analyse the 
current situation. 
 
1. Mobilise 
energy and 
commitment 
through joint 
identification of 
business 
problems and 
solutions.  
1. Creating 
urgency.   
4. Create a sense 
of urgency.    
2. Formulating 
coalitions.   
5. Support a strong 
leader role.   
2. Achieve 
participation by 
those affected.  
3. Identify 
leadership.  
3. Creating 
the change 
vision. 
  
2. Create shared 
vision and 
common direction.  
3. Separate from 
the past. 
2. Develop and 
disseminate a 
vision of planned 
change.  
4. Generate 
recommendation.  
5. Detail 
recommendation.  
 
2. Develop a 
shared vision of 
how to organise 
and manage for 
competitiveness.  
4. 
Communicate 
the change 
vision 
 
2. 
Communicating 
the change.  
9. Communicate, 
involve people, be 
honest.  
 
1.  Persuasive 
communication.   
5. 
Empowering 
team 
members. 
2. Movement 
3. Gaining 
acceptance of 
new behaviours.  
8. Develop 
enabling structure.   
3. Human 
Recourses 
Management 
practise. 
4. Symbolic action.  
6. Manage internal 
and external 
information. 
7. Formal activities 
that generate 
support for change 
initiative.  
 
6. Creating 
short term 
wins. 
2. Movement  
7. Craft an 
implementation 
plan. 
6. Pilot testing 
recommendations.   
4. Focus on 
short term 
results not 
activities.  
7. Consolidate 
improvement.   
4. Changing 
form status quo 
to desired state.  
 
7. Prepare 
recommendations.  
8. Roll out 
recommendation. 
9. Measure and 
refine change.  
5. Diffusion 
practices.  
5. Start change 
at the periphery, 
then let it spread 
to other units 
without pushing 
it from the top. 
8. Anchoring 
changes.  3. Refreeze 
5. Consolidating 
and 
institutionalising 
new state.  
10. Reinforce and 
institutionalise 
change.  
  
6. Institutionalize 
success through 
formal policies, 
systems and 
structures. 
      
7. Monitor and 
adjust strategies 
in response to 
problems in the 
change process. 
 
Within the literature, one of the most influential perspectives within what is known as 
”planned approaches” to change is that of Lewin (1947), who argued that change 
involves a three stage process which has been discussed within the change model 
section of the literature review. The three-step model was adopted for many years as 
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the dominant framework for understanding the process of organisational change 
(Todnem, 2005). Since its formulation, the theory has been reviewed and modified, 
with stages being divided to create more specific steps.  
 
Notwithstanding the popularity, Lewin’s (1947) original theory has been criticised for 
being based on small scale samples, and more importantly the fact that it is based 
on the assumption that organisations act under constant conditions that can be taken 
into consideration and planned for. As a consequence of such criticisms an 
alternative to planned approaches for organisational change was developed. This is 
known as the “emergent approach” (Todnem, 2005).   
 
Despite not advocating pre-planned steps for change, several proponents of the 
emergent school have suggested a sequence of actions that organisations should 
take to increase the likelihood of change being successful (Kotter, 1996, Kanter et 
al., 1992, Luecke, 2003). Although they vary in terms of number and type, a set of 
suggested actions are shared, including creating a vision, establishing a sense of 
urgency, creating strong leadership and empowering employees. Table 2.3 below 
illustrates the most common steps from the models discussed above and the 
comparison from Table 2.2.  
 
Table 2.3: Common steps for change models (Adapted from Cheung, 2010) 
Common steps from Change Models discussed 
1 Understand the need for change. 
2 Establish a sense of urgency. 
3 Generate buy-in from people through forming coalitions. 
4 Develop the vision for change.  
5 Plan the change. 
6 Communicate the change. 
7 Empower others to embrace the change. 
8 Create short-term wins. 
9 Implement and refine the change. 
10 Combine gains and produce more changes. 
 
The following sections will deliberate the steps illustrated in Table 2.3.  
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Understand the need for change. According to Judson (1991), Kanter et al. (1992) 
and Galpin (1996), the starting point of any effective organisational change is to get 
a clear understanding on the needs for change. By understanding the reasons for 
change, people are more aware of the problems.  As a result, they would be more 
receptive to change (Cheung, 2010). 
 
Establish a sense of urgency. Kanter et al. (1992), Kotter (1996) and Galpin (1996) 
agreed on the importance of establishing a sense of urgency for ensuring successful 
organisational change. This is an essential step as it further enhances awareness 
toward change. People are willing to leave their comfort zones and are motivated to 
change when they know the problem is an urgent one. Although this step is 
seemingly simple, Kotter (1995) stated that more than half of the organisations 
studied failed to demonstrate the urgency necessary of this step. 
 
Generate buy-in from people through forming coalitions. According to Kanter et al. 
(1992), Kotter (1995), Armenakis et al. (1999), and Luecke (2003), assembling a 
group with adequate power to lead the change efforts is critical for the success of 
organisational change (i.e. there is strength in numbers). A successful guiding 
coalition can consist of senior managers, board members, representatives from 
different affected business units, key customers, and even powerful union leaders 
(Cheung, 2010). In a guiding coalition, people share their concerns and support each 
other in making changes. Instead of participating in an opposition group against the 
change, joining a guiding coalition provides an alternative for people who want to 
produce change (Cheung, 2010).  A guiding coalition should be in charge of creating 
a vision and common goals (Cheung, 2010). 
 
Develop a vision for change. Kanter et al. (1992), Kotter (1996), Galpin (1996), and 
Luecke (2003) believed that this step is important in every successful change effort 
because it develops a picture of the future that is relatively easy to communicate and 
appeals to customers, stakeholders, and employees. In other words, this step helps 
people visualise the change, thus bringing positive outcomes to them. As a result, 
they are more energised and committed to the change.  
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Plan the change. According to Judson (1991), Kanter (1992) and Galpin (1996), this 
step takes people from the decision to initiate the change to the specific steps they 
take to produce change. Cheung (2010) mentioned that the working tasks of this 
step can include the following: devising appropriate strategies to introduce change; 
identifying the significant steps in the change process; discussing the full details of 
what is involved for implementing change; devising a sensible time scale and cost 
analysis for implementing change; producing action plans for monitoring the change; 
anticipating the problems of implementation and lastly; understanding why change is 
resisted. 
 
Communicate the change. Judson (1991), Kanter et al. (1992), Kotter (1996) and 
Armenakis et al. (1999) indicated that a guiding coalition should use every possible 
vehicle available such as a routine discussion about business problems, regular 
performance appraisals, and a division’s quarterly performance meetings to 
communicate the change. With more people willing to drive and support the change, 
the chance of successful organisational change increases (Cheung, 2010). 
 
Empower others to embrace and to act on the change. Judson (1991), Kanter et al. 
(1992), Kotter (1996), Armenakis et al. (1999) and Luecke (2003) agreed that 
empowering others to act on the change is essential for successful change 
implementation.  Empowering others by implementing rewards systems or facilitating 
training/workshops could possibly generate buy-in to embrace change. This is 
because no change can take place without people acting on it (Cheung, 2010). 
According to Kotter (1996), to thoroughly empower others to act on the change, the 
guiding coalition needs to confront and remove major obstacles. 
 
Create short-term wins. Kotter (1996), Armenakis et al. (1999), and Luecke (2003) 
believed that creating short-term wins is important because it helps renew the 
momentum of making change. Celebrating short-term wins is compelling evidence 
that the change drives expected outcomes. As a result, people are more willing to 
stay with the change and keep putting in an effort to drive its success (Cheung, 
2010). 
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Implement, reinforce and refine the change. Judson (1991), Kanter et al. (1992), 
Kotter (1996), Galpin (1996), and Luecke (2003) stated that this step helps achieve 
desired change by creating an environment that eliminates the negative factors 
toward change, while enhancing the positive factors toward it. The process involves 
figuring out what worked and what did not work (Cheung, 2010). The change 
elements that did not work need to be refined and implemented again (Cheung, 
2010). 
 
Combine gains and produce more changes. To lay a solid foundation to produce 
more changes in the future, Kotter (1996), Armenakis et al. (1999) and Luecke 
(2003) believed that organisation members should consolidate the gains in this step. 
The consolidation process involves showing organisation members how the new 
approaches, behaviours and attitudes have helped improve performance and original 
status quo.  As a result, organisation members would feel that it was rewarding when 
the change was supported (Cheung, 2010). Furthermore, the successful experience 
would help build confidence and willingness to lead or participate in any change 
projects in the future.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness to change exists, 
the organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. According to 
Armenakis, Harris and Mossholder (1993), if organisational members are not ready 
for the change they may initiate negative reactions such as sabotage, absenteeism, 
and output restrictions. These negative behaviours are a form of resistance to 
change and will be discussed later within the literature review.  The next section of 
the literature study will focus on the concept of readiness to change.  
 
2.2  READINESS TO CHANGE 
 
One of the basic reasons for the failure of change interventions is related to negative 
employee attitudes toward change (Clegg & Walsh, 2004). As a result, according to 
Zayim (2010), one of the major concerns of many studies in the change literature is 
to investigate positive employee attitudes, the variables that positively and/or 
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negatively relate to these attitudes and their impact on the success of organisational 
change efforts (Zayim, 2010). Readiness to change emerged as one of the core 
attitudes affecting success, and also failure of change interventions.  
 
2.2.1  Defining readiness to change 
 
According to Weiner (2009), readiness to change involves employees’ beliefs in their 
potential and efficacy for the change efforts. In that sense, readiness to change can 
be considered as the opposite pole of resistance to change.  
 
However, Self (2007) asserted that readiness and resistance are not two opposite 
constructs. Zayim (2010) emphasised that creating readiness to change contributes 
to creating supportive employee behaviours rather than resisting behaviours. Hence, 
readiness to change is argued to be a critical factor in identifying the major causes of 
employee resistance toward large-scale organisational changes (Eby, Adams, 
Russell & Gaby, 2000). In addition, Bernerth (2004) underlined the essence of 
creating readiness for successful change initiatives by concluding that readiness to 
change creates the positive energy necessary for the success of change efforts; thus 
becomes a first step to reach the desired outcomes at the end of the change 
process. 
 
Readiness to change has been identified with a cognitive forerunner to behaviours of 
either resistance or support for change efforts (Armenakis et al., 2002). Moreover, 
readiness to change has been mainly associated with the individual’s attitude 
towards change as well as their perceptions, feelings and beliefs surrounding the 
organisation’s change readiness (Alas, 2007). According to Rusly, Corner and Sun 
(2012), the literature indicates that readiness to change in organisations occurs at 
two distinctive levels: (1) the individual level and (2) the organisational level.  
 
2.2.1.1 Individual change readiness elements 
 
Individual change readiness elements encompass motivation, competence and 
personality attributes (Rusly et al., 2012). At the individual level, personal beliefs and 
behaviours play a vital role in organisational change, thus requiring an understanding 
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of the cognitive and emotional processes that occur during the change (Rusly et al., 
2012). These individual beliefs and behaviours must also be effectively aligned to, 
and supported by, organisational structure, climate and culture to enable successful 
change implementation (Rusly et al., 2012). For this reason, readiness to change is 
created through nurturing the willingness and ability of individuals in the organisation 
to move into a new state resulting from the change event. This is supported by the 
appropriate conditions in the organisation to enhance readiness to change. 
 
2.2.1.1 Organisational change readiness elements 
 
Organisational elements include institutional resources, culture, climate, financial 
resources and technology utilisation (Rusly et al., 2012). Backer (1997) referred 
readiness to change as an organisational-level construct in the healthcare industry 
and defined it as a mind state that determines the desired behaviours for the 
enhancement or the resistance of the innovations.  
 
Furthermore, readiness to change has been defined as the characteristics related 
with adopting the change interventions and perceiving it as an opportunity for 
development (Campbell, 2006). In addition to all these definitions, one of the most 
comprehensive definitions of readiness to change was made by Armenakis et al. 
(1993) which is valid for all sectors. According to the authors, it is the cognitive state 
that affects employee behaviours toward the change process as either resisting or 
supporting it. The latter definition is broadened by suggesting that readiness to 
change is related to the degree of employees’ beliefs, attitudes, and intentions with 
regard to necessity of change and the organisation’s resource adequacy to 
successfully implement those changes (Armenakis et al., 1993). 
 
2.2.2  Dimensions of readiness to change 
 
Readiness to change is conceived as a multi-faceted concept that comprises an 
emotional dimension, a cognitive dimension, and an intentional dimension of change 
(Bouckenooghe et al., 2009).  Intentional readiness to change refers to the extent to 
which employees are prepared to put their energy into the process (Oreg, 2006). 
Cognitive readiness to change refers to the beliefs and thoughts people hold about 
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change (Oreg, 2006). Emotional readiness to change refers to the affective reactions 
toward change (Oreg, 2006). 
 
A multi-dimensional view captures the complexity of readiness to change and 
provides a better understanding of the relationships between this concept and its 
antecedents (McGuire, 1985). Emotional involvement, cognitive commitment and 
intention to change reflect three different manifestations of an individual’s evaluation 
of the change situation (McGuire, 1985). 
 
This multi-faceted view of readiness to change as a triadic attitude instead of uni-
faceted operationalisation is better at capturing the complexity of the phenomenon 
(Oreg, 2006). It is assumed that intentional, cognitive and emotional reactions 
towards change come into play at different stages in the change process, and do not 
necessarily coincide (Bouckenooghe et al., 2009). 
 
Although this three dimensional framework is useful in handling different aspects of 
change related attitudes of individuals, they are also dependent on each other in a 
way that one’s feelings regarding change are generally associated with the thoughts 
and behavioural intentions about the change (Oreg, 2006). As mentioned earlier, 
according to Bouckenooghe et al. (2009), adopting a multidimensional view on 
readiness to change helps researchers deal with the complexity of the construct 
effectively. As a result, in the current study, this three-dimensional framework of 
readiness to change is adopted and will be investigated under the dimensions of 
intentional, emotional and cognitive readiness. The next section will discuss the 
climate of change that is conducive for employees to accept change.  
 
2.2.3  Climate of change 
 
There is a general consensus among scholars that the organisational climate makes 
or breaks change and plays a key role in shaping employees’ readiness to change 
(Tierney, 1999). Despite this general belief, there are few rigorous studies that have 
examined the effects of change climate on readiness to change (Jones, Jimmieson, 
& Griffiths, 2005). The change climate is defined as the perception of the conditions 
under which change occurs (i.e., context), the way change is implemented (i.e., 
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process), and employees’ attitudes towards change (Bouckenooghe, 2009). The 
change climate determines whether the conditions and sources are present that 
warrant a successful implementation of change (Bouckenooghe, 2009). 
Bouckenooghe (2009) mentioned that for research on change to be practical and 
sound, it must entail an appreciation of the conditions or the context that 
accompanies change and the end results (i.e. readiness for change) together with an 
analysis of the process variables (Bouckenooghe, 2009).  
 
Tierney (1999) explained that climate of change is seen as an employee’s 
perceptions of which organisational change initiatives in an organisation are 
expected, supported, and rewarded. Furthermore, it refers to the employee’s 
perceptions of the internal circumstances under which change occurs 
(Bouckenooghe et al., 2009).  
 
In times of change, interpersonal interaction with peers and superiors is highly 
valued, making the nature of such relationships a salient feature in shaping 
employees’ readiness to change (Bouckenooghe et al., 2009). Employees need 
trust, support and cooperation to function effectively. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a positive 
attitude towards change (Bouckenooghe et al., 2009). Tierney (1999) agreed that the 
psychological climate dimensions of trust, participation and support are preconditions 
of an environment conducive to change.  
 
Schneider et al. (1996) explained that an organisational climate is an important 
component for shaping employee actions including employee attitudes toward 
change. An organisational climate is the degree to which individuals perceive the 
organisation to be psychologically safe (Bouckenooghe et al., 2009). Psychological 
safety is associated with elements of social systems that create more or less non-
threatening, predictable, and consistent social situations in which to engage 
(Bouckenooghe et al., 2009). Bouckenooghe et al. (2009) argued that when 
individuals feel psychologically safe, they are more likely to engage in change as it 
mitigates the uncertainty and anxiety engendered by change.  
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According to Brad and Thomas (2013), the organisational climate affects the 
development and eventual behavioural manifestation of work engagement. The 
organisational climate, particularly the psychological perception an employee has of 
their organisational climate has been identified as one of the most distal work-based 
variables an employee can use to interpret circumstances (Brad & Thomas, 2013). 
Interpretation then influences decisions regarding the intensity and direction of 
energy toward organisational outcomes (Brad & Thomas, 2013).  Work engagement, 
which also relates to the energy one brings to the workplace, will be discussed at a 
later stage within this chapter, as the present study will also focus on the anticipated 
relationship between work engagement and readiness to change.  
 
Factors that comprise an organisational climate of psychological safety are: (1) 
quality of change communication; (2) trust in top management; and (3) history of 
change. They have been highlighted as crucial drivers of employees’ motivation to 
support change (Bouckenooghe et al., 2009). Within the current study the quality of 
communication will be viewed as part of the change process factors and will be 
discussed further in this chapter. The emphasis within the current study will be on 
the climate and process portion of change and will be discussed in the following 
sections.  
 
2.2.3.1  Climate of change elements 
 
This section will briefly describe the climate elements of change as discussed by 
Bouckenooghe et al. (2009). 
 
Trust in top management: Because change involves deviation and a certain amount 
of risk-taking, employees would most likely avoid change behaviours unless they 
operated in a situation in which they felt secure (Tierney, 1999). Therefore, the 
presence of a high level of trust amongst employees represents another necessary 
condition for change attempts and acceptance. In organisations where trust in top 
management exists, and where change projects have been implemented 
successfully in the past, organisational members are more likely to develop positive 
attitudes toward new changes (Bouckenooghe et al., 2009). 
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History of change: Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change. If organisational changes have failed 
in the past, employees will develop negative expectations about new change 
initiatives and subsequently become more resistant toward new change 
(Bouckenooghe et al., 2009). Readiness to change is also influenced by the 
organisational track record of successfully implementing major organisational 
changes (Schneider et al., 1996).  The degree to which employees see their 
organisation successfully implement change is one of the major influencing factors of 
work engagement (Change First, 2013). Employees who are a part of organisational 
change that constantly fails or partially implemented will be demotivated and drains 
their energy, focus and excitement for new changes (Change First, 2013). 
 
Cohesion: Cohesion refers to the extent of cooperation and trust in the competence 
of team members (Bouckenooghe et al., 2009). As such Kotter (1996 in Khan, 2011) 
stressed that successful major changes need a powerful guiding coalition. This 
powerful coalition goes beyond the support of top management. Moreover, line 
managers need to translate the general goals of organisational change efforts into 
specific departmental objectives that their people can identify with (Kanter et al., 
1992). A guiding coalition should use every possible vehicle available such as a 
routine discussion about business problems, regular performance appraisals, and a 
division’s quarterly performance meetings to communicate the change. With more 
people willing to drive and support the change, the chance of successful 
organisational change increases (Cheung, 2010). 
 
Politicking: Politicking describes the perceived level of political games within the 
organisation. A high degree of politicking leads to unnecessary expense, 
considerable delays, and unwillingness to share knowledge.  Although organisational 
politics are universal and have widespread effects on several critical organisational 
processes that influence organisational effectiveness and efficiency (Kacmar & 
Baron, 1999), it is striking how scarce the research is on the role of organisational 
politics in times of change. There are so many parties and stakeholders with a 
multitude of agendas involved in organisational change that political activities like 
coalition-building, favouritism, and backstabbing are commonly used practices to 
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protect or enhance self-interests, often without regard for the welfare of other parties 
involved in the process (Bouckenooghe & Menguç, 2010).  
 
2.2.3.2  Process dimensions of change 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models have already been discussed earlier in the literature 
review.  Process factors of change, specifically within the current study, have a more 
temporary nature and referred to the actual approach of how a specific change 
project is dealt with (Bouckenooghe et al., 2009). 
 
Open and extensive communication, knowledge sharing, and participation are some 
factors which may facilitate successful change practice. The current study will focus 
on the following process dimensions as described by Bouckenooghe et al. (2009); 
participation, support by supervisors, quality of change communication, and the 
attitude of top management.  
 
Participation in the decision making during the change efforts is regarded as one of 
the critical factors which hinders negative employee attitudes and fosters positive 
ones (Armenakis et al.,1993). Participation in decision making is also proposed to be 
positively related with the effective implementation and success of organisational 
change efforts. Van Dam, Shaul and Schyns (2008) also supported the essence of 
active participation during the change process by adding that active participation 
contributes to openness to change and it is negatively correlated with resistance to 
change. 
 
Support by supervisors is perceived as the extent to which employees experience 
support and understanding from their immediate supervisors. More specifically it 
focuses on the ability to lead the employees through the change process 
(Bouckenooghe et al., 2009).  
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Communication is also a critical factor for effective change processes (Mento, 
Raymond & Dirndorfer, 2010).  The ability to openly voice concerns and share ideas 
and information will result in the crucial understanding of, and commitment to 
change. Therefore, openness of communication is another precondition for change 
(Tierney, 1999). Studies conducted on the necessity of effective communication 
during a change process indicated that the aim of adopting honest and effective 
communication during the process is to contribute to the employees’ understanding 
of it, to create commitment and to overcome resistance caused by confusion and 
uncertainty (Mento et al., 2010). 
 
Attitude of top management toward change involves the stance top management is 
taking with regard to change (Bouckenooghe et al., 2009). It is believed that top 
management has the responsibility to create a culture and climate in the organisation 
in which organisational change is effectively implemented and sustained (Schneider, 
et al., 1996). Without the superiors’ commitment and understanding about change, 
organisational change efforts are likely to fail (Schneider et al., 1996). 
 
2.2.4 Creating and managing change readiness: the five key elements 
 
Armenakis et al. (1999) offered five different elements necessary to create 
readiness: (1) the need for change; (2) demonstrating that it is the right change; (3) 
that members have the confidence they can succeed; (4) that key people support the 
change; (5) and what employees will gain from the change.  The five key elements 
are essential to the success of any planned organisational change. The researcher 
of the current study compared the five key elements necessary to create readiness 
with the ten common steps on approaching a change process, obtained from change 
models discussed earlier in this chapter. 
 
The first key element mentioned by Armenakis et al. (1999) is the need for change. 
Specifically, it is the identification of a gap between a desired state and the current 
state (Self, 2007). Self (2007) explained that the change agent must justify the need 
to change. For example, by providing information to the employees on why the 
organisation’s product no longer meets customer expectations, the employees can 
see that the current way of making the product is no longer acceptable (Self, 2007). 
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This element mentioned by Armenakis et al. (1999) concurred with the first step 
extracted from the change models that relates to understanding the need for change 
which mentioned that the starting point of any effective organisational change is to 
gain a clear understanding on the needs for change (Cheung, 2010).   
 
The second key element for creating and managing readiness is establishing if the 
proposed change is the right change to make. Self (2007) explained that the role of 
the change agent in this instance is to demonstrate that the proposed change is the 
right solution for eliminating the gap between the current and ideal state. By 
demonstrating to employees that replacing an old service with a new and improved 
service will lead to an increase in revenues, instead of a continued decline, evidence 
is provided that this change in service is the right thing to do. This step concurs with 
the second step revealed from the change models referring to establishing a sense 
of urgency (Cheung, 2010). This is an essential step as it further enhances people’s 
awareness toward change. Organisation members are willing to step out of their 
comfort zones and are motivated to change when they know the problem is an 
urgent one. 
 
The third key element focuses on bolstering the confidence of organisational 
members, reinforcing that they can successfully make the change. Sometimes 
known as efficacy, this confidence comes from both past experience and the 
persuasive communication of the change agent (Self, 2007).  According to Self 
(2007), these change agents need to first, emphasise that employees have the right 
knowledge, skills, and abilities to implement the change.  Further to this, they need 
to ensure that the organisation has the right organisational structure, policies, 
procedures, technology, and management in place to successfully implement the 
change (Self, 2007). This key element should be implemented during Cheung’s 
(2010) third step that refers to generating buy-in from people through forming 
coalitions, as it elucidated that leaders need to first emphasise that employees have 
the right knowledge, skills, and abilities to implement the change. By forming the 
coalition a change agent would be able to assess the skills and abilities of the 
individuals who want to produce the change.  
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The fourth element, key support, involves the actual organisational support for the 
change. The “who” supporting the change may, in certain circumstances, carry as 
much weight as the “what” of the proposed change. Self (2007) explained that 
employees, when faced with a change, consider the position of both the formal and 
the informal leaders in the organisation. If the change agent can enlist those formal 
and informal leaders in support of the change, other employees may also begin to 
adopt the process.  
 
The final element examines what employees will gain from the change. The 
employees do not only seek to understand the nature of what the outcomes from 
implementation of the change might be, but they also seek to understand if these 
outcomes will be positive or negative, and what the significance of those outcomes 
are in terms of what each employee values (Self, 2007).  It is important to 
understand that the value of the outcome can carry as much weight as whether or 
not the outcome is negative or positive. For example, a change that results in an 
employee being promoted might be viewed as negative because of the requirement 
that he or she must uproot the family and relocate. The relocation outweighs the 
positive gain in title and pay (Self, 2007). 
 
To develop a vision for change is the fourth step in Cheung’s (2010) model. This 
step ties in with Cheung’s (2010) previous step in the sense that a guiding coalition 
should be involved in creating a vision for change. The last two key elements 
mentioned by Armenakis et al. (1999) should be implemented during the fourth step 
mentioned by Cheung (2010). If the change agent can enlist those formal and 
informal leaders in support of the change, other employees may also begin to adopt 
it. The change vision will then be filtered through to the remaining workforce.  
 
Organisations should gain key support at the early stages of change implementation. 
The employees do not only seek to understand the nature of what the outcomes 
from implementation of the change might be, but they also seek to understand if 
these outcomes will be positive or negative (Self, 2007). The change vision creates a 
picture amongst employees of what the change will create (Cheung, 2010) and 
should be able to highlight the positive outcomes.  
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Table 2.4 illustrates the comparison between the five key elements discussed and 
the ten common steps on approaching a change process adapted from Cheung 
(2010), obtained from change models discussed earlier in this chapter.  
 
Table 2.4: Assessment of the five key elements for creating readiness to change and 
change implementation steps.  
Common steps from change models 
 
Creating and managing readiness: the 
five key elements 
1.  Understand the need for change. 1.  Need for change.  
2.  Establish a sense of urgency. 2.  Establishing if proposed change is the 
right change to make. 
3.  Generate buy-in from people 
through forming coalitions. 
3.  Bolstering the confidence of 
organisational members. 
4.  Develop the vision for change.  4.  Key support.  
5.  What will employees gain from the 
change. 
5.  Plan the change.  
6.  Communicate the change.  
7. Empower others to embrace the 
change. 
 
8.  Create short-term wins.  
9.  Implement and refine the change.  
10.  Combine gains and produce more 
changes. 
 
 
From Table 2.4 it is evident that the five key elements for managing and creating 
change readiness occurs within the first half of the change implementation 
procedures obtained from the change models. This suggests that creating and 
managing readiness to change forms a large component of the steps referred to in 
Table 2.4. 
 
It is essential that readiness to change is created and managed during change 
implementation within an organisation. As mentioned earlier, readiness to change 
emerged as one of the core attitudes affecting success and, or failure of change 
interventions (Weiner, 2009). Readiness to change has been highly associated with 
the individual’s attitude as well as the individual’s perceptions, feelings, and beliefs 
surrounding their organisation’s change readiness (Alas, 2007). One of the basic 
reasons for the failure of change interventions is related to negative employee 
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attitudes toward change (Clegg & Walsh, 2004). For a change process to be 
implemented successfully there needs to be a level of readiness (Bouckenooghe et 
al., 2009). When readiness to change exists, the organisation is primed to embrace 
change and resistance is reduced. The next section of the literature will focus on the 
concept of resistance to change.  
 
2.2.5  Resistance to change 
 
Resistance to organisational change is seen as one of the impediments to 
organisational expansion and growth due to its negative repercussions (Boohene & 
Williams, 2012). Even though when change is implemented for positive reasons (to 
adapt to changing environmental conditions and remain competitive), employees 
often respond negatively and resist change efforts. This negative reaction is largely 
due to possible increased pressure, stress and uncertainty for employees (Boohene 
& Williams, 2012).  According to Boohene and Williams (2012) the reasons for the 
failure range from a lack of understanding surrounding an organisation’s capacity for 
change, to other human factors, such as employee resistance toward organisational 
change (Boohene & Williams, 2012).  In addition, Boohene and Williams (2012) cited 
numerous studies, including one of 500 Australian organisations indicating 
resistance to change as the most common problem faced by management. 
 
Resistance is a normal response to change because it often involves going from the 
known to the unknown. Not only do individuals experience change in different ways, 
they also differ in their ability and willingness to adapt to it (Bovey & Hede, 2001).  
Bovey and Hede (2001) mentioned that this topic is important because the failure of 
many corporate change programs is often directly attributable to employee 
resistance. Successfully managing resistance is a major challenge for change 
agents and is arguably of greater importance than any other aspect of the process 
(Bovey & Hede, 2001). Management usually focuses on the technical elements of 
change, with a tendency to neglect the equally important human element which is 
often crucial to successful implementation (Bovey & Hede, 2001). Therefore, in order 
to successfully lead an organisation through major change it is important for 
management to balance both human and organisational needs.  
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Resistance to change introduces costs and delays into the process that are difficult 
to anticipate but must be taken into consideration (Del Val & Fuentes, 2012). 
Resistance has also been considered as a source of information, being useful in 
learning how to develop a more successful change process (Del Val & Fuentes, 
2012). Resistance is a key topic in change management and should be seriously 
considered to help the organisation to achieve the advantages of the transformation. 
 
2.2.5.1  Individuals’ sources of resistance to change  
 
According to Oreg (2003) the sources of resistance appeared to be derived from an 
individual’s personality. Six such sources were identified: (a) reluctance to lose 
control, (b) cognitive rigidity, (c) lack of psychological resilience, (d) intolerance to the 
adjustment period involved in change, (e) preference for low levels of stimulation and 
novelty, and (f) reluctance to give up old habits. 
 
Reluctance to lose control. Some researchers have emphasised loss of control as 
the primary cause of resistance (Conner, 1992). Individuals may resist changes 
because they feel that control over their life situation is taken away from them with 
changes that are imposed on them, rather than being self-initiated. According to 
Robbins and Judge (2007), change alternates ambiguity and uncertainty for the 
unknown.  Employee involvement and participation in organisational decision making 
is seen as a means of overcoming resistance to change (Coch & French, 1948; 
Sagie & Koslowsky, 2000).  
 
Cognitive rigidity. Inflexible individuals are characterised by rigidity and closed-
mindedness and therefore might be less willing and able to adjust to new situations 
(Oreg, 2003). Although this is not proven, according to Oreg (2003), some form of 
cognitive rigidity would be associated in an individual’s resistance to change. 
 
Lack of psychological resilience. According to Wanberg and Banas (2000) resilient 
individuals are more willing to participate in an organisational change and exhibited 
improved coping skills. It may also be that less resilient individuals are more 
reluctant to make changes because to do so is to admit that past practices were 
faulty, and therefore change entails a loss of face (Oreg, 2003). 
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Intolerance to the adjustment period involved in change. A distinct aspect of 
individuals’ psychological resilience is their ability to adjust to new situations. Some 
researchers have suggested that people resist change because it often involves 
more work in the short term (Kanter, 1985). New tasks require learning and 
adjustment, and it may be that some individuals are more willing and able to endure 
this adjustment period (Oreg, 2003).  
 
Preference for low levels of stimulation and novelty. A number of studies established 
a distinction between adaptive individuals, who are best at performing within a well-
defined and familiar framework, and innovators, who are better at finding innovative 
solutions outside the given framework (Oreg, 2003). Oreg (2003) mentioned in his 
study that innovative individuals generally exhibit a greater need for novel stimuli. It 
is thus reasonable to expect that people who resist change would exhibit a weaker 
need for novelty (Oreg, 2003). In addition, Oreg (2003) explained that because 
change often involves an increase in stimulation, those who prefer lower levels of 
stimulation may resist change. 
 
Reluctance to give up old habits. Reluctance to give up old habits is a common 
characteristic of resistance to change (Oreg, 2003). In Oreg’s (2003) study 
reluctance is explained as “familiarity breeds comfort”. When individuals encounter 
new stimuli, familiar responses may be incompatible with the situation, thus 
producing stress, which then becomes associated with the new stimulus (Oreg, 
2003). Robbins and Judge (2007) explained that if an individual is confronted with 
change, the tendency to respond in our accustomed ways becomes a source of 
resistance.  
 
2.2.5.2 Organisational sources of resistance to change 
 
The following organisational sources of resistance to change have been identified: 
(a) structural inertia, (b) limited focus of change, (c) group inertia, (d) threat to 
expertise, (e) threat to established power relationships, and (f) threat to established 
resource allocations.  
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Structural inertia. When the organisation is confronted with change, structural inertia 
acts as a counterweight to sustain stability (Robbins & Judge, 2007). According to 
Robbins and Judge (2007) organisations possess integral mechanisms to produce 
stability. For example, the selection process systematically selects certain people in 
and certain people out (Robbins & Judge, 2007). A further example, training 
reinforces specific role requirements and skills. Formalised regulations provide job 
descriptions, rules, and procedures for employees to follow (Antariksa, 2015).  
 
Limited focus of change. Organisations are built around a number of interdependent 
subsystems (Robbins & Judge, 2007). One cannot be changed without affecting the 
others. For example, if management changes the technological processes without 
simultaneously modifying the organisation's structure to match, the change in 
technology is not likely to be accepted (Antariksa, 2015). Therefore, limited changes 
in subsystems tend to get invalidated by the larger system (Robbins & Judge, 2007). 
 
Group inertia. “Even if individuals want to change their behaviour, group norms may 
act as a constraint” (Robbins & Judge, 2007, p.648). For example, an individual 
union member may be willing to accept changes in his job suggested by 
management. However, if union norms dictate resisting any unilateral change made 
by management, the union member is likely to resist (Antariksa, 2015). 
 
Threat to expertise. “Changes in organisational patterns may threaten the expertise 
of specialised groups” (Robbins & Judge, 2007, p.648). For example, the 
introduction of decentralised personal computers, which allow managers to gain 
access to information directly from an organisation’s mainframe (Antariksa, 2015). 
The latter was a change that was strongly resisted by many information systems 
departments in the early 1980s, as decentralised end-user computing was a threat to 
the specialised skills held by those in the centralised information systems 
departments (Antariksa, 2015). 
 
Threat to established power relationships. According to Robbins and Judge (2007) 
any relocation of decision-making authority can threaten long-established power 
relationships within the organisation. The introduction of participative decision-
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making or self-managed work teams is the kind of change that is often seen as 
threatening by supervisors and middle managers (Antariksa, 2015). 
 
Threat to established resource allocations. Those groups in the organisation that 
control substantial resources often see change as a threat. These groups are 
normally content with the way things are (Robbins & Judge, 2007). They are often 
questioning whether change will reduce their budgets or cut their staff size 
(Antariksa, 2015).  
 
The general view of factors that affect resistance to change developed out of a need 
to understand organisational dynamics and improve organisational effectiveness 
(Coch & French, 1948). A wide variety of factors are identified that affect resistance 
to change (Gray, 1984). The most cited of these being employee participation in the 
change process, the communication process, information/knowledge available, and 
trust in management (Coch & French, 1948; Weinbach, 1994). The latter concurs 
with the process dimensions of change discussed earlier in this chapter. Furthermore 
it was believed that an open communication process and participation would improve 
trust which would indirectly affect an employee’s resistance to change (Coch & 
French, 1948; DiFonzo & Bordia, 1998).  
 
By understanding the concept of change, organisational change, organisational 
change theories, change models, change management, readiness and resistance to 
change, a foundation was created for the current study. The next section will 
introduce the concept of work engagement.  
 
2.2  DEFINING WORK ENGAGEMENT 
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli et al., 2002, p.74). 
Engaged individuals are energetic about their work, feel connected to their work, and 
are better able to deal with job demands (Schaufeli & Salanova, 2007).   
 
Vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence (Schaufeli et al., 2002). Individuals who score high on vigour 
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typically have a lot of energy, passion and fortitude when working (Schaufeli & 
Bakker, 2003). This dimension is considered to be intrinsically motivational as it 
directs individuals’ energy levels into achieving their goals, because the activity gives 
them enjoyment, fulfilment and this is intrinsically rewarding (Mauno, Kinnunen & 
Ruokolainen, 2007). 
 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, et al., 2002, p.74). Usually dedicated individuals 
identify with their work because they experience it as meaningful (Schaufeli & 
Bakker, 2003). 
 
Absorption is characterised by being engrossed in one’s work, to the extent to which 
time passes quickly and it is difficult to detach oneself from work (Schaufeli, 
Salanova et al., 2002).  Several researchers are of the view that absorption is similar 
to flow, which resembles deep involvement with an activity, so much so that little else 
seems to matter (Gonzalez-Roma, Schaufeli, Bakker & Lloret, 2006; Langelaan, 
Bakker, Schaufeli & Van Doornen, 2006). 
 
2.2.1 The concept of work engagement 
 
Organisational changes that are a result of mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more tolerant towards continuous change 
(Burnes, 2005). The problem becomes exaggerated when change agents fail to 
include the individual in the adaptation process and also fail to manage the change 
process adequately. This mismanagement impacts negatively on organisational 
effectiveness and employee well-being, resulting in the employee becoming 
disengaged in their work and the organisation (Lockwood, 2007).  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. Hewitt (2013) concurred that the key element in the success of a 
change initiative is when organisations maintain engagement levels of employees 
during organisational change. It is important for change agents to consider work 
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engagement as an integral part of the change process, that is, before, during and 
after change has taken place (Bhola, 2010). 
 
Engagement is viewed as a positive work-related psychological state and reflects a 
genuine willingness to invest focused effort towards attainment of organisational 
goals (Albrecht, 2010). To be engaged in the workplace requires employees to be 
more than physically present and carrying out their activities according to mandatory 
requirements. They must also be cognitively and affectively engaged, making use of 
their “full-selves” in allocated roles, mission and daily tasks of the organisation 
(Hallberg & Schaufeli, 2006). The next section endeavours to define the concept of 
work engagement. 
 
Work engagement is a key business driver for organisational success, where high 
levels of engagement promote retention of talent, foster customer loyalty and 
improve organisational performance and stakeholder value (Lockwood, 2007). 
Lockwood (2007) explained that engaged employees remain enthusiastic about their 
organisation and choose to remain with the organisation. These employees feel 
valued for the contributions they make to the organisation and not only for the salary 
they received. It was argued by Robinson et al. (2004) that work engagement is seen 
as a positive employee attitude towards the organisation and its values. Albrecht 
(2010) concurred that work engagement is viewed as a positive work-related 
psychological state and reflects a willingness to invest focused effort towards 
attainment of organisational goals. 
 
Further to this, Hallberg and Schaufeli (2006) explained that to be engaged in the 
workplace requires employees to be more than physically present and carrying out 
their activities according to mandatory requirements.  
 
Work engagement is influenced by many factors ranging from workplace culture or 
climate, organisational communication and managerial styles to trust, respect, 
leadership and company reputation (Lockwood, 2007). Work engagement overlaps 
with the research topics of employee commitment, motivation and satisfaction, but is 
differentiated from these variables in that it can either be a result of organisational 
efforts or the employee’s choice of engagement with the organisation (Robinson, et 
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al., 2004). Therefore, engaging employees to understand the business drivers and to 
welcome organisational transitions such as mergers, becomes critical as this is 
where employees typically experience a perceived lack of control over their future 
(Lockwood, 2007).  
 
Maslach, Schaufeli and Leiter (2001) established a model to explain the factors that 
lead to burnout and work engagement, including workload, control, rewards and 
recognition, community and social support, perceived fairness and values. They 
further described it as a two-way relationship between employer and employees, 
involving an awareness of the business context. 
 
There are three important issues to understand with the work engagement construct. 
First, the conceptualisation of work engagement is a “specific, well-defined and 
properly operationalised psychological state that is open to empirical research and 
practical application” (Leiter & Bakker, 2010, p.2). Second, work engagement is a 
“state-like” phenomenon and not a temporary state (Sweetman & Luthans, 2010). 
Finally, it is important to note that work engagement and employee engagement are 
not synonymous (Schaufeli & Bakker, 2010). In fact, various forms of engagement 
have been identified in literature, based on their particular antecedents and 
outcomes (Saks, 2006; Simpson, 2009a).  
 
2.2.1.1 Burnout  
 
The phenomenon described as burnout involves a prolonged response to stressors 
in the workplace (Maslach, Jackson & Leiter, 1996). Burnout was initially 
conceptualised by Maslach and Jackson (1981) as a psychological syndrome that 
can occur in individuals who deliver some service to other people.  Garma, Bove and 
Bratton (2007, in Bothma & Roodt, 2012) comprehended the manifestation of 
burnout in three stages, namely emotional exhaustion (i.e. loss of energy), 
depersonalisation (i.e. uncaring attitude towards customers and co-workers), and 
reduced personal accomplishment (i.e. low motivation and reduced self-esteem). 
According to Mashlach, Schaufeli and Leiter (2001) burnout and engagement are on 
opposite sides of the continuum. Work engagement is typically identified by high 
levels of energy and strong identification with one's work, while burnout is identified 
55 
 
by low levels of energy together with poor work identification (Schaufeli & Bakker, 
2003). 
 
2.2.2  Antecedents of work engagement 
 
In light of the definition regarding work engagement it is imperative to research the 
elements that contribute towards influencing work engagement.  
 
2.2.2.1 Job Resources 
 
“Job resources refer to the physical, psychological, social, or organisational aspects 
of a job that: (1) may reduce job demands and the associated physiological and 
psychological costs, (2) that are functional in achieving work goals, and (3) stimulate 
personal growth, learning, and development” (Hakanen et al., 2008, p.225). Job 
resources are assumed to play either an intrinsic motivational role because they 
foster employees’ growth, learning and development, or an extrinsic motivational role 
because they are instrumental in achieving work goals (Deci & Ryan, 1985; Ryan & 
Frederick, 1997). Consistent with these notions about the motivational role of job 
resources, several studies have shown a positive relationship between job resources 
and work engagement. For example, Schaufeli and Bakker (2004) found evidence 
for a positive relationship between three job resources (performance feedback, 
social support, and supervisory coaching) and work engagement (vigour, dedication 
and absorption) among four different samples of Dutch employees. More specifically, 
they used structural equation modelling analyses to show that job resources (not job 
demands) exclusively predicted engagement, and that engagement is a mediator of 
the relationship between job resources and turnover intentions (Schaufeli & Bakker, 
2004). Mauno et al. (2007) utilised a two-year longitudinal design to investigate work 
engagement and its antecedents. Job resources predicted work engagement better 
than did job demands. Job control and organisation-based self-esteem proved to be 
the best lagged predictors of the three dimensions of work engagement (Mauno et 
al., 2007).  
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2.2.2.2 Personal resources 
 
Personal resources are positive self-evaluations that are linked to resiliency and 
refer to individuals’ sense of their ability to control and impact upon their environment 
successfully (Hobfoll et al., 2003). It has been proven that such positive self-
evaluations predict goal-setting, motivation, performance, job and life satisfaction, 
career ambition and other desirable outcomes.  Examples of personal resources 
include self-efficacy, resilience and optimism. Typically self-efficacy mediates the 
relationship between task resources and engagement. Engagement also increases 
self-efficacy which eventually leads to an increase in task resources. This suggests a 
positive gain in which self-efficacy plays a central role (Llorens, Schaufeli, Bakker & 
Salanova, 2007). From this argument, it follows that ultimately engaged workers 
generate their own job resources (Bakker, Schaufeli, Leiter & Taris, 2008). 
  
Several authors have investigated the relationships between personal resources and 
work engagement. For example, Rothmann and Storm (2003) conducted a large 
cross-sectional study among 1,910 South African police officers, and found that 
engaged police officers use an active coping style. They are problem-focused, taking 
active steps to attempt to remove or rearrange stressors. Further, in their study 
among highly skilled Dutch technicians, Xanthopoulou, Bakker, Demerouti and 
Schaufeli (2007a) examined the role of three personal resources (self-efficacy, 
organisational based self-esteem, and optimism) in predicting work engagement. 
Results showed that engaged employees are highly self-efficacious; they believe 
they are able to meet the demands they face in a broad array of contexts. In 
addition, engaged workers have the tendency to believe that they will generally 
experience good outcomes in life (optimistic), and believe they can satisfy their 
needs by participating in roles within the organisation.  
 
2.2.2.3 Leader behaviour 
 
Another antecedent to work engagement is leader behaviour. According to Van 
Schalkwyk, Du Toit, Bothma and Rothmann (2010) leader empowerment behaviour 
donates to engagement and encourages employee participation. When employees 
recognise that their immediate superiors and top management have the skilful insight 
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and ability to supplement the growth and productivity of the organisation by making 
competent decisions, it would give the employees increased assurance of a more 
profitable future with the organisation (Spreitzer & Mishra, 2002 in Hassan & 
Ahamed, 2011). In other words, there can be an increase in work engagement 
amongst employees if there is a genuine sense of trust in the competence and 
capability of their immediate supervisors (Hassan & Ahamed, 2011). 
 
2.2.2.4 Trust 
 
Trust in the organisation, colleagues, and in the leader, is an antecedent of work 
engagement, indicating how important it is to foster an open, dependable 
relationship in the workplace (Bargagliotti, 2011). Further to this, when leaders 
display transformational leadership behaviours, it leads to higher levels of work 
engagement (Salanova, Lorente, Chambel & Marti´nez, 2011b).  The relationship 
between trust and work engagement is mutually reinforcing and leads to an upward 
spiral effect (Hassan & Ahamed, 2011). Climate of trust leads to wide and diverse 
benefits for individuals who are engaged in particular organisations (Hassan & 
Ahamed, 2011). According to Dirks and Ferrin (2002) an increase in trust is a direct 
or indirect result of positive workplace behaviours and attitudes, such as 
organisational commitment and employees work engagement. 
 
2.2.3  Consequences of work engagement 
 
Organisational behaviour researchers have deliberated work engagement as 
independent, dependent and moderating variables in various studies (Harter, 
Schmidt & Hayes, 2002). 
 
2.2.3.1 Work engagement as an independent variable 
 
Harter et al. (2002) found that levels of work engagement were positively associated 
with business-unit performance (e.g. customer satisfaction and loyalty, unit 
profitability, unit productivity, turnover levels and safety) in almost 8,000 business 
units within 36 organisations. Salanova, Agut and Peiro (2005), in a study of front-
line service workers and their customers, reported that work engagement predicted 
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service climate, which in turn predicted employee performance and then customer 
loyalty. Schaufeli and Salanova (2007), based on their review of the work 
engagement literature, established that work engagement is associated with positive 
employee attitudes, proactive job behaviours, higher levels of employee 
psychological well-being, and increased individual job and organisational 
performance. In a study conducted by Burk and El-Kot (2010), work engagement 
was found to have fairly reliable, but moderate, relationship with several work 
outcomes and indicators of psychological well-being. Work engagement, according 
to Burk and El-Kot (2010), has potentially positive consequences for both employees 
and their employing organisations.   
 
Work engagement has been empirically shown to be a better predictor of 
performance and commitment than staff satisfaction (Harter et al., 2002). Further to 
this, work engagement is a positive, satisfying and motivational state of well-being at 
work (Burk & El-Kot, 2010). This concurs with Robinson et al. (2004) in that work 
engagement is seen as a positive employee attitude towards the organisation and its 
values. Engaged employees have more energy, are more job involved and more 
strongly identified with their work (Leiter & Bakker, 2010).  
 
A diary study repeated over five consecutive days reported that higher levels of work 
engagement among fast food employees were associated with higher levels of 
financial returns (Xanthopoulou et al., 2007). Quantitative studies regarding the links 
between work engagement and actual job performance show that work engagement 
is related to performance, where employees’ levels of work engagement had a 
positive impact on customer satisfaction (Salanova et al., 2005). 
 
2.2.3.2 Work engagement as a dependent variable 
 
In a research study, Schaufeli and Bakker (2004) found support for the job demands-
resources model in that job demands (workload, emotional demands) were positively 
related to burnout, but not to work engagement, and job resources (social support, 
supervisor coaching, feedback) were positively related to work engagement and 
negatively related to burnout. In addition, burnout fully mediated the impact of job 
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resources on health problems, and work engagement mediated the effect of job 
resources on turnover intention (Schaufeli & Bakker, 2004).   
 
Mauno et al. (2005) in a study of subjective job insecurity among either permanent or 
fixed-term employees, reported lower work engagement among permanent 
employees. Mauno et al. (2005) also found different predictors of work engagement 
in different organisation sectors. Demerouti, Bakker, Nachreiner and Schaufeli 
(2001), in a study of employees from an insurance company, reported that high job 
demands and high control were associated with higher work engagement. Mauno et 
al. (2005) also reported an association of high time pressures with higher levels of 
work engagement. 
 
2.2.3.3 Work engagement as a moderating variable 
 
Leiter and Harvie (1997) stated that in a study about large scale organisational 
change in a hospital setting it was reported that work engagement moderated the 
relationship of supportive supervision, confidence in management, effective 
communication and work meaningfulness and acceptance of the change. In a study 
regarding correspondence between supervisors and staff members during major 
organisational changes, Leiter and Harvie (1997) demonstrated supervisors’ 
confidence in the organisation, their work engagement and assessment of work 
hazards, contributed to predicting staff members’ work engagement, and supervisor 
cynicism and exhaustion contributed to staff member cynicism and professional 
efficacy. In a study conducted by Burk and El-Kot (2010), work engagement was 
found to have fairly consistent, but moderate, relationships with several work 
outcomes and indicators of psychological well-being. Engaged employees have 
more energy, are more job involved and more strongly identified with their work 
(Leiter & Bakker, 2010). According to Burk and El-Kot (2010), engaged employees 
will embrace more challenging work and apply more of their talents. Work 
engagement produces an upward spiral in which the rich get richer; in work terms, 
engaged workers invest more in their work, acquire more skills, and then commit 
themselves to even more challenging assignments which in turn leads to increasing 
levels of work engagement (Burk & El-Kot, 2010). 
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2.2.4  A model of work engagement 
 
The evidence regarding the antecedents and consequences of work engagement 
can be organised in an overall model of work engagement.  Bakker and Demerouti 
(2007) developed the Job Demands-Resources (JDR) model to be inclusive of work 
engagement. According to Hakanen et al. (2008, p.224) “the starting point of the 
JDR model is the assumption that regardless of the type of job, the psychosocial 
work characteristics can be categorised into two groups: job resources and job 
demands”. Job resources and job demands were discussed earlier within the 
literature review under antecedents of work engagement. The JDR model is 
portrayed below in Figure 2.1. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.1: The Job Demands-Resources model of work engagement (Source: Bakker 
& Demerouti, 2008) 
 
Bakker and Demerouti (2008) made two assumptions from the JDR model. The first 
assumption is that job resources such as social support from colleagues and 
supervisors, performance feedback, skill variety, and autonomy, start a motivational 
process that leads to work engagement, and consequently to higher performance 
(Bakker & Demerouti, 2008). The second assumption is that job resources become 
more significant and gain their motivational potential when employees are confronted 
with high job demands (e.g. workload, emotional demands, and mental demands). 
Bakker and Demerouti (2008) draw on the work of Xanthopoulou et al. (2007a, b, c), 
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who expanded the JDR model by showing that job and personal resources are 
mutually related, and that personal resources can be independent predictors of work 
engagement. Thus, employees who score high on optimism, self-efficacy, resilience 
and self-esteem are well able to mobilise their job resources, and generally are more 
engaged in their work (Bakker & Demerouti, 2008). 
 
Figure 2.1 illustrates that job resources and personal resources independently or 
combined predict work engagement. Further, job and personal resources particularly 
have a positive impact on work engagement when job demands are high (Bakker, 
2009). Work engagement, in turn, has a positive impact on job performance. Finally, 
employees who are engaged and perform well are able to create their own 
resources, which then foster work engagement again over time and create a positive 
spiral (Bakker, 2009). 
 
Organisational change may have an influence on the job resources and the intrinsic 
and extrinsic motivation caused by job resources mentioned by Bakker and 
Demerouti (2007).  Work engagement and job resources, according to various 
studies are related (Mauno et al., 2007; Schaufeli & Bakker, 2004). This suggests 
that untimely organisational change could have an impact on job resources, thereby 
affecting levels of work engagement. The researcher anticipates that work 
engagement could possibly impact the employees’ readiness to adapt to potential 
changing job resources due to organisational change.   
 
As mentioned earlier, if employees are not ready for change they may react 
negatively (Boohene & Williams, 2003). They could then possibly become 
disengaged, depending on whether the change negatively impacts job resources. 
This negative reaction is largely due to changes bringing about increased pressure, 
stress and uncertainty. Mangundjaya (2012) stated that all dimensions of work 
engagement will influence readiness to change. The higher the work engagement, 
the higher the readiness will be.  
 
The researcher anticipates that work engagement could impact the employees’ 
readiness to change towards potential changing job resources due to organisational 
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change. This assumption is presented in Figure 2.2 below and could possibly 
become evident in the outcome of this study.  
 
 
 
 
 
 
 
 
Figure 2.2: The possible relationship between work engagement and readiness to 
change.  
 
The next section will briefly discuss how organisations can develop work 
engagement.  
 
2.2.5  Developing work engagement 
 
From the above discussions a more holistic idea could be formulated regarding the 
concept of work engagement. It is essential to discuss how work engagement can be 
created and maintained within the workplace. Schaufeli and Salanova (2007) 
mentioned a number of ways to build work engagement. These include the following: 
matching individual and organisational needs; developing a meaningful 
psychological contract that links personal goals of individual employees with 
organisational resources; conducting surveys of employee demands and resources 
and their association with positive and negative outcomes; job redesign that reduces 
stressors and increases resources; leadership development that build a positive 
emotional climate in the workplace; and lastly, developing training programs that are 
targeted at both organisational health and individual well-being. 
 
Bakker (2009) concluded that the main drivers of work engagement are job and 
personal resources.  Bakker (2009) explains that job resources reduce the impact of 
job demands causing strain, are functional in achieving work goals, and stimulate 
personal growth, learning, and development.  
Job- and 
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Engagement 
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The literature has discussed the concept of work engagement, the antecedents and 
consequences thereof, a model for work engagement and how to develop work 
engagement. To fully understand the concept of work engagement it is also 
important to understand the concept of employee disengagement.  
 
2.2.6  Employee disengagement 
 
According to Burnes (2005) organisational changes as a result of mergers, 
acquisitions, downsizing and restructuring leads to increased pressure on employees 
to work longer hours, take on greater responsibility and become more tolerable 
towards continuous change and ambiguity. Bhola (2010) mentioned that the problem 
becomes exaggerated when change agents fail to include the individual in the 
adaptation process and also fail to manage the process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged from their work and the 
organisation (Marks, 2007).  
 
According to Weiner and Roberta (2008) disengagement includes feelings of 
alienation or loss of identity with an organisation, group or team, resulting in the 
following outcomes: day-to-day decision making grinds to a halt as overall decisions 
from the top are awaited; employees feel that their security and future are 
threatened; employees no longer feel that they are a vital part of the company; 
worker morale plummets; and lastly, there are battle lines drawn in that there is an 
“us vs. them” stance that emerges where cultural, corporate, country and continental 
differences are magnified and feared (Weiner & Roberta, 2008).  
 
Bhola (2010) explained that restructuring associated with mergers invariably has a 
negative impact on employees in terms of job losses, job uncertainty, ambiguity and 
heightened anxiety, emotions which are not necessarily offset by any organisational 
benefits such as increased productivity and financial profits. Kotter (1996) called this 
a state of carnage resulting in wasted resources and burn-out. Further to this, Bhola 
(2010) explained that disengaged employees are more likely to leave an 
organisation. 
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Sustaining work engagement during and after organisational change can make a 
significant difference in retaining employees and increasing performance (Bhola, 
2010). It is important for change agents to consider work engagement as an integral 
part of the change process, that is, before, during and after change has taken place. 
It is also important for change agents to consider the relationship between certain 
demographic variables, such as age, gender, job category and race, and work 
engagement in the post-merged organisation.  
 
2.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS IN THE STUDY 
 
As mentioned before, the aim of the current study is to determine the relationship 
between readiness to change and work engagement. The present study will also 
endeavour to determine if there are correlations between readiness to change, work 
engagement, processes of change and climate of change.  
 
Mangundjaya (2012) conducted a study to determine if organisational commitment 
and work engagement are important in achieving individual readiness to change. 
From this study it was evident that both organisational commitment and work 
engagement have a positive correlation with individual readiness to change 
(Mangundjaya, 2012).   
 
Further to this, Mangundjaya (2012) believed that the higher the work engagement, 
the higher the readiness to change will be. The research conducted by Mangundjaya 
(2012) concurred with research done by Prasad (2014) in that organisational 
commitment, work engagement and individual readiness to change are positively 
correlated.  
 
Hung, Wong, Anderson and Hereford (2013) conducted a study to measure 
readiness to change and to determine the role of work engagement, ownership and 
participation in managing change.  This study identified that non-physicians (nurses, 
medical assistants and administration staff) that reported high levels of work 
engagement and ownership were significantly correlated with readiness to change 
(Hung et al., 2013). 
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A study conducted by Zayim (2010) identified that readiness to change and 
perceived organisational trust were significantly correlated with each other in a way 
that intentional-, emotional-, and cognitive readiness were all associated and 
contributed significantly in perceived organisational trust. The results also indicated 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  In a study conducted by Brummelhuis (2012) it was noted that 
leadership and quality of communication are positively related to the change 
process. As discussed earlier in the literature review, quality of change 
communication is a sub-construct of process of change which is a construct within 
the present study.  
 
According to Bargagliotti (2011) trust leadership is an antecedent of work 
engagement. Further to this, when leaders display transformational leadership 
behaviours, it leads to higher levels of work engagement (Salanova et al., 2011b). 
The next section will discuss the proposed model and hypotheses for the present 
study.   
 
2.5  PROPOSED MODEL, RESEARCH QUESTIONS AND HYPOTHESES 
 
The proposed model was constructed from the research questionnaire utilised as 
well as the literature review from the current study. The current study’s research 
questionnaire was composed of two separate questionnaires namely the 
Organisational Change Questionnaire–Climate of Change, Processes, and 
Readiness (OCQ–C, P, R) and the Utrecht’s Work Engagement Scale (UWES). 
These questionnaires will be discussed within chapter three. The proposed model is 
illustrated in Figure 2.3 below: 
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Figure 2.3: Proposed model  
 
As identified by Bouckenooghe et al. (2009), climate of change and process of 
change were tapped as antecedents of readiness to change.  Process of change, 
within the current study, will be measured by the following sub-constructs: (1) 
participation, (2) support by supervisors, (3) attitude of top management, and (4) 
quality of change communication. Figure 2.3 illustrates that the arrows are flowing 
from process of change to the sub-constructs which implies that process of change 
will be measured by the before mentioned sub-constructs.  
 
In the OCQ-C,P,R climate of change is measured by trust in leadership, cohesion 
and politicking. However, the current study will only focus on the trust in leadership 
component. The reasons for this will be discussed within chapter three.   
 
As can be seen from Figure 2.3 the arrows are flowing from process of change and 
trust in leadership towards readiness to change. The researcher anticipates that the 
outcome of this study will possibly reveal a relationship between process of change 
and readiness to change as well as a relationship between trust in leadership and 
readiness to change.  
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Work engagement is an integral part of the change process, that is, before, during 
and after change has taken place (Bhola, 2010). As work engagement is an 
important part in the change process it could possibly have an influence on 
readiness to change and was therefore added to the proposed model. This is 
indicated in Figure 2.3 and is illustrated by the arrows flowing from work engagement 
towards the readiness to change construct.  
 
Work engagement is measured by utilising the UWES which incorporates the three 
sub-constructs of work engagement namely vigour, dedication and absorption. 
Therefore, the arrows are flowing from work engagement to the three sub-constructs 
as can be seen in Figure 2.3.   
 
Readiness to change is conceived as a multifaceted concept that comprises an 
emotional dimension of change, a cognitive dimension of change and an intentional 
dimension of change (Bouckenooghe et al., 2009). The model illustrates that the 
three dimensions/sub-constructs of readiness to change (emotional, cognitive and 
intentional) will possibly measure the respondents’ readiness to change within an 
organisation. Therefore, the arrows are flowing from readiness to change towards 
the sub-constructs. The relationships anticipated within the proposed model will be 
tested and discussed within the results chapter.  
  
2.5.1  Research hypotheses 
 
The primary aim of this study is to contribute to the body of knowledge on readiness 
to change readiness and work engagement by investigating the relationship between 
the two constructs during change processes within a mid-tier accounting firm. It is 
anticipated that by determining the latter relationships, the mid-tier accounting firm 
will receive valuable information on how the integration processes impacted their 
organisation members and how to approach future integration procedures. With the 
objectives in mind and the proposed model discussed, the following alternative 
hypotheses were formulated:  
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Table 2.5: Alternative Hypotheses 
H1-1   
There is a significant relationship between readiness to change and the 
demographic variables. 
H1-1a  
There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
H1-2  
There is a significant relationship between work engagement and the 
demographic variables. 
H1-2a 
There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
H1-3 
There is a significant relationship between process of change and the 
demographic variables. 
H1-3a 
There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables. 
H1-4  
There is a significant relationship between trust in leadership and the 
demographic variables. 
H1-5 
There is a significant relationship between readiness to change and work 
engagement. 
H1-5a   
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of work engagement. 
H1-6  
There is a significant relationship between readiness to change and 
process of change. 
H1-6a 
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of process of change. 
H1-7 
There is a significant relationship between readiness to change and trust 
in leadership. 
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H1-7a 
There is a significant relationship between the sub-constructs of 
readiness to change and trust in leadership. 
H1-8 
There is a significant relationship between work engagement and 
process of change. 
H1-8a 
There is a significant relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
H1-9 
There is a significant relationship between work engagement and trust in 
leadership. 
H1-9a 
There is a significant relationship between the sub-constructs of work 
engagement and trust in leadership. 
H1-10 
There is a relationship between process of change and trust in 
leadership. 
H1-10a 
There is a significant relationship between the sub-constructs of process 
of change and trust in leadership. 
 
2.5  CONCLUSION 
 
As mentioned in Chapter 1, the motivation for this study is based on the notions that 
organisations need to determine the readiness to change of its members before 
embarking on change processes, as this could lead to the success or failure of 
planned change. A further motivation of the current study is to explore the 
relationship between readiness to change and work engagement during a change 
process within an organisation. Mangundjaya (2012) stated that all dimensions of 
work engagement will influence readiness to change. 
 
The literature review has introduced the constructs under scrutiny. It has also 
become clear that organisations need to ensure they have created readiness to 
change amongst its members for change to be successful. The literature review has 
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also revealed the importance of work engagement within an organisation and how it 
can be developed.  
 
From the literature review the researcher has already identified a theoretical link 
between readiness to change and work engagement. Organisational change might 
have an influence on the job resources and the intrinsic and extrinsic motivation 
caused by job resources, mentioned by Bakker and Demerouti (2007). Work 
engagement and job resources, according to various studies (Mauno et al., 2007; 
Schaufeli & Bakker, 2004) are related. Therefore, organisational changes that occur 
could have an impact on work engagement. As mentioned earlier, if employees are 
not ready for change they may react negatively (Boohene & Williams, 2003), and 
could possibly become disengaged, depending on whether the change negatively 
impacts job resources. Further to this, Mangundjaya (2012) stated that the higher the 
work engagement, the higher the readiness to change will be. The next chapter will 
focus on the methodology utilised within this study.  
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CHAPTER 3 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
 
The aim of this study was to acquire a better comprehension of the relationship 
between readiness to change and work engagement within a mid-tier accounting firm 
in South Africa. The previous chapters provided an understanding of readiness to 
change and work engagement and familiarised the readers with the background to 
the study. The hypotheses of the current study were constructed based on the 
proposed model and the literature review discussed in the previous chapters. Further 
to this, the current chapter will discuss the sample compositions, measuring 
instrument construction, reliability of the instruments, as well as data collection and 
analysis of the current study.  
 
3.2 POPULATION AND SAMPLE 
 
The study was conducted within a mid-tier accounting firm in South Africa. There are 
currently twelve offices across South Africa (R. Williams, personal communication, 
July 23, 2014). The word mid-tier is used to describe a company or organisation that 
is neither very big nor very small when compared to other establishments of the 
same nature (Cambridge University Press, 2015). 
 
The population size consisted of employees and top management within the mid-tier 
accounting firm. The population of the mid-tier accounting firm is approximately 
N=990 (N. Solomon, personal communication, February 2, 2015). When conducting 
multivariate statistical analyses the sample size should be large (Maholtra, 2007).  
According to Osborne and Costello (2004), five respondents per item are 
conventionally required when conducting statistical analyses. Therefore a sample 
size of approximately 400 was aimed for.  All the staff within the mid-tier accounting 
firm across South Africa were sent an electronic survey to complete and 340 
responses were received, indicating a response rate of approximately 34 percent. 
Although this response rate is less than anticipated, the responses received are still 
good enough to produce adequate results for the current study (Osborne & Costello, 
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2004;  D. Venter, Personal Communication, May 26, 2015). The demographics of the 
sample are presented in Table 3.1 below. 
Table 3.1: Demographic variables (n=340) 
DEMOGRAPHIC VARIABLES FREQUENCY PERCENTAGE 
GENDER   
Male 144 42 
Female 196 58 
LANGUAGE    
English 189 56 
Afrikaans 116 34 
Xhosa 15 4 
Other African 20 6 
JOB CATEGORY   
Top Management 51 15 
Middle Management 120 35 
Trainee Accountant 88 26 
Administration 76 22 
Other 5 1 
RACE   
White 204 60 
African 42 12 
Coloured 57 17 
Indian 37 11 
OFFICE   
Kimberley 7 2 
Pretoria 42 12 
Kathu 3 1 
Paarl 6 2 
Plettenberg Bay 3 1 
George 17 5 
East London 18 5 
Bloemfontein 14 4 
Port Elizabeth 60 18 
Johannesburg 53 16 
Durban 21 6 
Cape Town 95 28 
AGE    
20 – 29 165 49 
30 – 39 92 27 
40 – 49 43 13 
50 – 59 39 11 
 
A large portion of the sample was represented by females (58%) whereas males 
comprised 42 percent of the sample. It is apparent that more than half of the sample 
was English speaking (56%) and 36 percent were Afrikaans speaking. Other 
African/Xhosa speaking respondents represented 10 percent of the sample.  
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For ease of interpretation the job categories (as seen in Appendix C) were combined 
into the following groups: (1) Top management comprises of partners and senior 
managers; (2) Middle management comprises of seniors, supervisors and 
managers; (3) Trainee accountants remained in their own group as they could not be 
combined with another job category due to nature of the job being fixed-term in 
duration and very specific in nature; (4) Administration consists of administrators and 
assistants. The category represented by other could not be combined with another 
category as the researcher could not identify the jobs listed by the respondents and 
is represented by 1 percent of the sample. The latter is minimal and therefore can be 
discarded from the study.   
 
Middle management (35%) represents a large portion of the sample, whilst trainee 
accountants represented 26 percent of the sample and 22 percent of the 
respondents fell into the category of administration. 
 
A large portion of the sample was comprised by the white race group. The other race 
groups were represented by much smaller percentages of the sample.  
 
It is apparent that the Cape Town office (28%) had the largest number of responses. 
The Port Elizabeth office was represented by 18 percent of the sample and 
Johannesburg and Pretoria were represented by 28 percent of the sample. The 
remainder of the offices have smaller representation in the sample. This could 
possibly be due to the fact that those offices have a smaller staff headcount than 
Cape Town, Port Elizabeth, Johannesburg and Pretoria.  
 
From Table 3.1 it is evident that 49 percent of the sample were between the ages 20 
– 29. Twenty-seven percent of the sample fell into the age category of 30 – 39. 
Thirteen percent of the sample were between the ages of 40 – 49 and 11 percent of 
the sample were between the ages 50 – 59.  
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3.3  MEASURING INSTRUMENTS 
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). These 
questionnaires will be outlined below.  
 
It should be noted that the researcher is aware that the combined scale length could 
potentially have an influence on the response rate. According to Anderson (2010) 
survey length has been found to influence response rates, although findings are 
mixed. Deutskens, Ruyter, Wetzels and Oosterveld (2004) explained that shorter 
surveys had higher response rates, but longer surveys still generated a “surprisingly 
high response” rate. This is possibly because it is more difficult for respondents to 
estimate how long an online survey will take (Deutskens et al., 2004). 
 
3.3.1 Organisational Change Questionnaire–Climate of Change, Processes, 
and Readiness; (OCQ–C, P, R) 
 
The OCQ–C, P, R, developed by Bouckenooghe et al. (2009), is a psychometrically 
sound diagnostic instrument that incorporates three separate questionnaires aimed 
at measuring the following: (1) the climate of change or internal change context (C), 
(2) the process of change (P), and (3) readiness to change (R). This instrument was 
designed to measures the circumstances under which change embarks (i.e., climate 
of change or internal context), the way a specific change is implemented (i.e., 
process), and the level of readiness at the individual level.  
 
The results from the OCQ–C, P, R can serve as a guide for developing a strategy for 
the effective implementation of change (Bouckenooghe et al., 2009). The instrument 
encompasses the following 10 dimensions: (a) quality of change communication, (b) 
participation, (c) attitude of top management, (d) support by supervisors, (e) trust in 
leadership, (f) cohesion, (g) politicking, (h) emotional readiness to change, (i) 
cognitive readiness to change, and (j) intentional readiness to change 
(Bouckenooghe et al., 2009).  
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The 10 dimensions cover the complex mix of change by including the context of 
change (i.e., climate of change), the process of change and the reaction toward 
change (i.e. readiness to change) (Armenakis & Bendeaim, 1999). The researcher 
could not source evidence regarding South African context utilisation of this 
questionnaire; however this questionnaire has been utilised for studies measuring 
organisational change. It has also been found that components of the questionnaire 
have been used to assist in developing tailored measuring instruments for studies 
measuring innovative management and innovative organisational climates (Bullock, 
2005; Chou, Shen, Hisao & Chen, 2010). 
 
Quality of change communication, participation, attitude of top management toward 
organisational change and support by supervisors all pertain to how change is dealt 
with (i.e., process). Climate of change refers to the internal context of change and 
involves trust in leadership, cohesion and politicking (Bouckenooghe et al., 2009). 
Readiness to change is a multifaceted attitude towards change, comprising of 
emotional, cognitive and intentional readiness to change (Bouckenooghe et al., 
2009).  
 
According to Bouckenooghe et al. (2009), the item generation process for the 10 
dimensions resulted in 63 items. Bouckenooghe et al. (2009) explained that three 
independent field studies were conducted to further examine the reliability and 
validity of these scales. The results from these field studies indicated that the 
intended factor structure of twelve dimensions did not emerge; however, the 11 
factors that emerged can be useful in an organisational setting. The measures used 
to scrutinise the reliability and validity were satisfied (Bouckenooghe et al., 2009). 
These findings suggested that the OCQ–C, P, R met the standards of a 
psychometrically sound measurement instrument (Bouckenooghe et al., 2009).  
 
Table 3.2 below illustrates the reliability coefficients for process of change, climate of 
change and readiness to change. The reliability of these constructs were determined 
by utilising Cronbach’s Alfa reliability measure (Bouckenooghe et al., 2009). 
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Table 3.2:  Cronbach's alpha coefficients for OCQ–C, P, R (Bouckenooghe et al., 
2009). 
CONSTRUCT ALPA 
Process of change  
Quality of change communication 0.88 
Support by supervisors 0.82 
Participation 0.79 
Attitude of top management 0.73 
Climate of change  
Trust in leadership 0.79 
Cohesion 0.74 
Politicking 0.68 
Readiness to change  
Emotional readiness 0.70 
Intentional readiness 0.89 
Cognitive readiness 0.69 
 
From Table 3.2 it is evident that all sub-constructs for this questionnaire 
demonstrates adequate reliability which suggests that there is internal consistency 
(Bouckenooghe et al., 2009).  
A panel of 10 judges examined the content validity of the 63 items (Bouckenooghe et 
al., 2009).  Results from content validity indicated that the pool of items comprised 
items with more general content and items that were specifically designed toward 
measuring the perception of an ongoing company- or department-specific change 
process (Bouckenooghe et al., 2009). It was found that the context factors (i.e., trust 
in leadership, politicking and cohesion) have a general content, whereas the process 
factors (i.e., quality of change communication, participation, attitude of top 
management, support by supervisors) and the readiness variables were a mixture of 
general and change-specific items. It is essential to take the difference into 
consideration for further validation of the questionnaire. The questionnaire was 
specifically developed by taking into account the feedback from the panel that some 
items had a more general character, whereas others had a more change-specific 
character (Bouckenooghe et al., 2009).   
 
Factor analysis was conducted on the climate of change, process of change and 
readiness to change items separately. Bouckenooghe et al. (2009) factor analysed 
22 items for climate of change, 26 items for process of change and 15 items for 
readiness to change by using principal axis factoring and direct oblimin rotation 
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(Conway & Huffcutt, 2003). An example of a climate of change item is “if I make 
mistakes, my manager holds them against me”. An example of a process of change 
item is “information provided on change is clear”. “Time flies when I am working” is 
an example of one of the readiness to change items. Respondents were asked to 
indicate their level of agreement with the items by using a 5-point Likert-type scale 
ranging from 1 (strongly disagree) to 5 (strongly agree).  
Exploratory factor analysis (EFA) was performed to empirically check the 
discernment of the battery.  A three factor solution was forced with a direct oblimin 
rotation to simplify the interpretation of the factors. Together, these three factors 
explained 43 percent of the total variance (Bouckenooghe et al., 2009). According to 
Bouckenooghe et al. (2009) the extraction of factors resulted from the scree plot 
examination and the eigenvalues greater than one criterion check. “The preliminary 
findings of the pilot study and content validity study were confirmed. Of the 22 
internal context items, 4 were omitted because their primary loadings were less than 
0.40 on their targeted factor or had high secondary loadings on other factors 
(Bouckenooghe et al. 2009, p.571)”.  
Because the climate of change, process of change, and readiness to change scales 
showed adequate reliability and validity, there is no need to fully administer the 
questionnaire (Bouckenooghe et al., 2009). For example, if someone is only 
interested in the general context under which change occurs, only the internal 
context items could be administered without jeopardising the psychometric quality of 
these scales. Therefore, this instrument can be combined with other scales to 
assess change recipients’ beliefs about change. Permission to utilise this instrument 
for research purposes was obtained from the developers/publishers of the scale. 
As discussed previously, climate of change is measured by (1) trust in leadership, 
politicking and cohesion. Process of change is measured by (1) quality of change 
communication, (2) participation, (3) support by supervisors, and (4) attitude of top 
management. Readiness to change is measured by (1) emotional readiness, (2) 
cognitive readiness, and (3) intentional readiness (Bouckenooghe et al., 2009). 
These constructs and sub-constructs were discussed within the literature review of 
the current study.  
78 
 
The researcher only included the sub-construct of trust in leadership from the climate 
of change construct in the current study’s questionnaire. Trust in leadership will be 
seen as a construct on its own within the current study and not a sub-construct of 
climate of change and will be measured by 3 items. This could possibly have an 
impact when analysing this construct. The reliability of this sub-construct is covered 
further in this chapter.  Results obtained from the trust in leadership construct will 
yield valuable results for future change implementation within the mid-tier accounting 
firm. An example of this item is, “if I make mistakes, my manager holds them against 
me”.  
 
According to Bouckenooghe et al. (2009) trust in leaderships presented a Cronbach 
alpha of 0.79 indicating that the construct is reliable (Malhotra, 2007). Even though 
the construct is reliable as per Bouckenooghe et al. (2009), after analysing the data 
for the current study, this item could possibly be excluded from the overall results 
and will be mentioned under the shortcomings of the study.  
 
The reason for only utilising trust in leadership from the climate of change construct 
was to shorten the length of the instrument. Furthermore, politicking and cohesion 
were not deemed as essential components to measure by the researcher. This 
notion was supported by the mid-tier accounting firm under scrutiny (L. Fourie, 
personal communications, March, 2015). These sub-constructs could be included in 
future research.  
 
To conclude, because the items and scales of the OCQ-C,P,R were designed and 
tested in organisations just before and during the implementation of change, 
Bouckenooghe et al. (2009) recommend administering this tool under similar 
conditions of change (stages before and during implementation). By utilising this 
questionnaire possible gaps can be identified between change agents’, managers’, 
and human resource management professionals’ expectations about the change 
effort and those of other organisational members (Bouckenooghe et al., 2009). 
Within the current study the instrument was not administered before change but only 
administered during change implementation. Therefore, a possible shortcoming of 
the study would be that the researcher did not administer the instrument before and 
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after change. However, the results from the study would still reveal a possible guide 
for developing a strategy for the effective implementation of change within the mid-
tier accounting firm in future.   
 
3.3.2 Utrecht’s Work Engagement Scale (UWES) 
 
The current study utilises the UWES to measure the work engagement of the staff 
within the mid-tier accounting firm. The UWES includes the three constituting 
aspects of work engagement: vigour, dedication and absorption.  
 
Originally, the UWES included 24 items of which the vigour-items (9) and the 
dedication-items (8) for a large part consisted of positively rephrased Maslach 
Burnout Inventory items (Schaufeli et al., 2002a). These reformulated Maslach 
Burnout Inventory items were supplemented by original vigour and dedication items, 
as well as with new absorption items to constitute the UWES-24. After psychometric 
evaluation in two different samples of employees and students, seven items 
appeared to be unsound and were therefore eliminated so that 17 items remained 
(Schaufeli et al., 2002a).  
 
The 17-item scale measures absorption, vigour and dedication.  Respondents were 
asked to indicate their level of agreement with the items by using a 5-point Likert-
type scale ranging from 1 (strongly disagree) to 5 (strongly agree).  Vigour consisted 
of six items and an example of this is, “At my work, I feel bursting with energy.” 
Dedication was composed of five items and “I am proud of the work that I do” is an 
example of one such item. Absorption is composed of six items and one such 
example is, “When I am working, I forget everything else around me.”  
 
Psychometric evaluations also illustrated satisfactory validity and reliability of the 
UWES (Schaufeli & Bakker, 2003). The internal consistency of the UWES is 
respectable and displays Cronbach’s alphas ranging from 0.80 to 0.90 in a number 
of studies (Schaufeli & Bakker, 2004, Schaufeli et al., 2002).  
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According to Schaufeli, Bakker and Salanova (2006) the UWES can be used as an 
impartial instrument to measure work engagement because its equivalence is 
acceptable for different racial groups. Furthermore, confirmatory factor analyses 
have supported the three-dimensional structure of the UWES, and it identifies that 
the dimensions are very closely related (Schaufeli et al., 2006).  
 
According to Schaufeli and Bakker (2010) different European studies reported that 
the factor structure of the UWES-17 remained invariant across different national 
samples. Goliath-Yarde and Roodt (2011) explain that although organisations use 
the UWES-17 widely in South Africa, only two studies reported validation results. 
These are the Storm and Rothmann (2003) and the Barkhuizen and Rothmann 
(2006) studies.  
 
Both studies referred to challenging items in the instrument and that these items 
need to be examined carefully and improved for South African samples (Storm & 
Rothmann, 2003; Goliath-Yarde & Roodt, 2011). This implies that the wording of 
certain items needs modifying to make them more appropriate for a specific context. 
These findings show potential item bias or differential item functioning in respect of 
the UWES-17 (Goliath-Yarde & Roodt, 2011). Permission for free use of the UWES 
for non-profitable research is granted by Schaufeli and Bakker (2003).  
 
3.4  DATA COLLECTION 
 
The researcher had to obtain the necessary permission from the Board of Partners 
within the mid-tier accounting firm before the study could take place. A document 
explaining and outlining the importance of the study was sent to the relevant parties 
and permission to conduct the study was granted.  An example of this document can 
be found in Appendix A. Further to this, the study received ethics clearance and 
approval from NMMU’s ethics committee. The ethics number for the current study is 
H-15-BES-IOP-003.  Before the researcher could administer the questionnaire, it 
was essential to do a pilot study to ensure that the link to the questionnaire was 
accessible from the mid-tier accounting firm’s server. It was also important to ensure 
that the respondents understood the items stated within the questionnaire. The link 
was tested and all the respondents involved in the pilot study confirmed that they 
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understood the items stated in the questionnaire, the link to the questionnaire was 
working and the respondents could complete and submit the questionnaire easily.  
The Human Resources department at the firm, with the help of the organisation’s 
marketing department, distributed the email with the questionnaire link to all staff in 
the mid-tier accounting firm across South Africa. This link was incorporated as part of 
an email explaining the purpose of the study and highlighted the authorisation from 
the mid-tier accounting firm supporting the study.  The latter is aligned with the APA's 
Ethics Code which explains that participants should be informed about the purpose 
of the research (Smith 2003). The latter email can be viewed in Appendix B. The use 
of electronic questionnaires has both advantages and disadvantages which will be 
discussed in the sections below.  
 
3.4.1  Advantages of using electronic questionnaires 
 
Collecting data online does not cost a lot of money due to low overheads (Gingery, 
2011).  According to Wright (2006), the use of online questionnaires eliminates the 
need for paper and other costs, such as those incurred through postage, printing, 
and data entry. 
 
The respondents input their own data and it is automatically stored electronically 
(Gingery, 2011).  Analysis thus becomes easier and can be streamlined, and is 
available immediately (Gingery, 2001). Wright (2006) stated that responses to online 
questionnaires can be transmitted to the researcher immediately via email, or posted 
to an HTML document or database file. This allows researchers to conduct 
preliminary analyses on collected data while waiting for the desired number of 
responses to accumulate. 
Rapid deployment and return times are possible with online questionnaires that 
cannot be attained by traditional methods (Gingery, 2011). Wyse (2012) mentioned 
that electronic questionnaires can be developed in less time compared to other data-
collection methods.  
Furthermore, the use of electronic questionnaires is convenient for respondents.  
Respondents can answer questions at their own time and pace (Gingery, 2011).  
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Respondents may be more willing to share personal information because they are 
not disclosing it directly to another person.  Interviewers can also influence 
responses in some cases (Gingery, 2011). 
 
3.4.2  Disadvantages of using electronic questionnaires 
 
A disadvantage of using electronic questionnaires is that certain populations are less 
likely to have internet access and to respond to online questionnaires (Gingery, 
2011).  
 
Although electronic questionnaires in many fields could achieve response rates 
equal to or slightly higher than that of traditional modes, internet users today are 
constantly bombarded by messages and can easily delete  emails sent to them 
(Gingery, 2011). Further to this Boyer, Olsen and Jackson (2001) explain that one 
cannot be sure if the email has been delivered or received.  
 
A lack of a trained interviewer to clarify and probe can possibly lead to less reliable 
data (Gingery, 2011). Wyse (2012) mentioned that respondents may not feel 
encouraged to provide accurate and honest answers. 
 
When weighing up the advantages and the disadvantages, the researcher decided to 
use electronic questionnaires because it is convenient for respondents to respond to 
an electronic questionnaire and the low cost involved. Data collection is also easier 
to obtain.  The email sent to respondents stipulated that participation is voluntary and 
respondents could opt out at any stage by simply exiting the questionnaire. When 
respondents clicked on the link to the questionnaire they provided their consent. The 
respondents’ email addresses were not recorded which created anonymity and 
confidentiality.  
 
Once the email with the link to the questionnaire had been sent out, the respondents 
were given one work week to respond. However, the researcher extended the period 
in which the questionnaire was open, for an additional two work weeks whereby 
reminder emails were sent out encouraging staff to participate. The Human 
Resource managers in the various offices across South Africa in the mid-tier 
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accounting firm also sent out reminders to staff encouraging participation. The 
reminders increased the participation rates.  
 
3.5  DATA ANALYSIS 
 
Cronbach’s alpha coefficients were calculated for each of the constructs and sub-
constructs to estimate the internal consistency between the items and to confirm the 
reliability of the measuring instruments (Malhotra, 2007). Malhotra (2007) explains 
that an important property of Cronbach’s alpha coefficients is that its value tends to 
increase with an increase in the number of construct items.  
 
Pearson’s product-moment correlation measures the linear relationship between 
variables (Hauke & Kossowski, 2011). The current study calculated Pearson’s 
product-moment correlation coefficients to determine relationships between all the 
constructs and the sub-constructs within the present study. 
 
Analysis of variance (ANOVA) is a statistical method used to test differences 
between two or more means and used to test general rather than specific differences 
among means (Lane, 2013). ANOVA was applied in the current study to calculate 
the possible influence of demographic variables on work engagement, readiness to 
change, process of change and trust in leadership as well as to determine if these 
demographic variables can account for any significant differences (Malhotra, 2007). 
ANOVA was also applied to the sub-constructs within the current study. T-tests were 
applied when there were two variables in the comparison. The t-test assesses 
whether the means of two groups are statistically different from each other (Trochim, 
2006). 
 
Scheffé tests were used to make pairwise comparisons of all the treatment means 
(Malhotra, 2010). Howell (2010) concurs that the Scheffé test is specifically designed 
for the situation in which post hoc comparisons involve more than pairwise 
differences. Cohen’s d is one of the most common ways to measure the size of an 
effect. In the current study Cohen’s d was utilised to indicate the relative strength of 
the relationships (Bowels, 2010). 
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Structural Equation Modelling (SEM) is a very general statistical modelling 
technique, which is widely used in the behavioural science and can be viewed as a 
combination of factor analysis and regression analysis (Hox & Bechger, 1998).  SEM 
was utilised to evaluate the relationships among the set of variables used in the 
model proposed in this study. Confirmatory factor analysis (CFA) is a statistical 
technique used to verify the factor structure of a set of observed variables (Suhr, 
n.d). CFA is a multivariate statistical procedure that is used to test how well the 
measured variables represent the number of constructs (Statistics Solutions, 2012).  
Further to this, CFA is a mechanism that is used to confirm or reject the 
measurement theory (Statistics Solutions, 2012). Within the current study CFA was 
carried out to examine the fit of the measurement model. MS Excel applications and 
Statistica version 12 was applied to analyse the descriptive statistics and inferential 
statistics. AMOS version 23 was utilised to conduct the CFA and SEM.   
 
3.6  RELIABILITY 
 
Table 3.3 below summarises the reliability coefficients of overall work engagement, 
process of change, trust in leadership and readiness to change constructs.  The 
reliability of these constructs were determined by utilising Cronbach’s Alfa reliability 
measure.  
 
Table 3.3: Cronbach's alpha coefficients for the factors (n = 340) 
CONSTRUCT SUB CONSTRUCT ALPHA 
Readiness to change  
Emotional readiness 0.72 
Cognitive readiness 0.74 
Intentional readiness 0.92 
TOTAL 0.74 
Process of change 
Quality of change communication 0.94 
Participation 0.90 
Attitude of top management 0.91 
Support by supervisors 0.83 
TOTAL 0.86 
Work Engagement 
Absorption 0.78 
Dedication 0.87 
Vigour 0.84 
TOTAL 0.80 
Trust in leadership 0.61 
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According to D. Venter a Cronbach coefficient alpha of < 0.7 signifies that a measure 
is reliable (personal communication, July 1, 2015). Even though 0.60 is seen as 
adequate in exploratory research only, Malhotra (2010) has identified that this is a 
suitable indicator of reliability. It is evident from Table 3.3 that all constructs utilised 
in the questionnaire demonstrate adequate reliability, suggesting that there is 
internal consistency.    
Table 3.3 illustrates that the trust in leadership construct has a Cronbach’s 
coefficient alpha of 0.61, signifying that this measure is somewhat reliable. This 
construct has the lowest reliability of all the constructs, however this may be 
attributable to the notion that this construct only contains three items. As the number 
of items that measure a construct increases, reliability is also likely to increase 
(Malhotra, 2010). 
 
3.7  MEASUREMENT MODEL FIT 
 
CFA was carried out to examine the fit of the measurement model, which was 
optimised using the modification indices reported in AMOS. Modification indices offer 
suggested remedies to discrepancies between the proposed and estimated model 
(Hair et al., 2006). The optimisation consisted of adding covariances between 
indicated error terms of the items (D. Venter, personal communication, July 14, 
2015).  
 
The metrics illustrated in Table 3.4 below are extracted from Schreiber, Stage, Kind, 
Nora and Barlow (2006), Hair et al. (2006) and D. Venter (personal communication, 
July 1, 2015). If the indices meet or exceed the metrics mentioned in Table 3.4 
below, it will identify if there is an adequate data fit with the measurement model. 
Goodness of fit is inversely related to sample size and the number of variables in the 
model (Schreiber et al., 2006; Hair et al., 2006). 
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Table 3.4: Indices for single fit model metrics 
Indices for single fit models Recommended 
metrics 
Chi-square ≤ 3 
Bentler-Bonnet Normed Fit Normed Index (NFI) ≥ .92 
Bentler Comparative Fit Index (CFI) ≥ .92 
Joreskog Adjusted GFI (AGFI) ≥ .95 
Root Mean Square Approximation (RMSEA) ≤ .08 
 
For comparing models, lower scores for Akaike Information Criteria (AIC) and 
Browne-Crudeck Criterion (BCC) is deemed more suitable (Shreider et al., 2006; 
Hair et al., 2006; D. Venter, personal communication, July 1, 2015). CFA was not 
conducted for trust in leadership as this construct was only measured by three items 
(D. Venter, personal communication, July 1, 2015). In order to conduct CFA there 
needs to be more than three items that measure a construct “to provide minimum 
coverage of the construct's theoretical domain” (Hair et al., 2006, p.676; D. Venter, 
personal communication, July 1, 2015). The CFA results for work engagement can 
be seen in the table below. 
 
Table 3.5:  Results for CFA for work engagement (17 items) 
Indices for single fit models Value 
Chi-square 1.63 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.97 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.92 
Root Mean Square Approximation (RMSEA) 0.043 
Akaike Information Criterion (AIC) 284.086 
Brown-Crudeck Criterion (BCC) 294.628 
 
As seen from Table 3.5 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.92 which is below the recommended 
0.95 as indicated in Table 3.5. Although not far off from the recommended metrics, it 
is still deemed as a conservative model fit. Further to this, Malhotra (2007) states 
that ≥ 0.90 is a good fit. The CFA for work engagement is an acceptable model fit 
with the data. The CFA results for process of change can be seen in Table 3.6 
below. 
 
87 
 
Table 3.6: Results for CFA for process of change (29 items) 
Indices for single fit models Value 
Chi-square 1.75 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.94 
Bentler Comparative Fit Index (CFI) 0.97 
Joreskog Adjusted GFI (AGFI) 0.86 
Root Mean Square Approximation (RMSEA) 0.047 
Akaike Information Criterion (AIC) 791.381 
Brown-Crudeck Criterion (BCC) 873.711 
 
As seen from Table 3.6 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.86 which is below the recommended 
0.95 which points to a conservative model fit. As all the indices, apart from Jorkskog 
AGFI, display an acceptable fit, the researcher concludes that the CFA results for 
process of change indicate a conservative model fit with the data. The CFA results 
for readiness to change can be seen in Table 3.7 below. 
 
Table 3.7: Results for CFA for readiness to change (13 items) 
Indices for single fit models Value 
Chi-square 1.60 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.98 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.94 
Root Mean Square Approximation (RMSEA) 0.042 
Akaike Information Criterion (AIC) 116.672 
Brown-Crudeck Criterion (BCC) 171.238 
 
Table 3.7 illustrates that Joreskog AGFI is 0.94 and the recommended metric is 0.95. 
There is a small percentage difference from the recommended metric. This points to 
a satisfactory fit. The other indices illustrated in Table 3.7 are all above the 
recommended metrics therefore, the CFA results for readiness to change is 
considered to be an acceptable model fit with the data.  
 
3.8  CONCLUSION 
 
This chapter summarised the research methodology utilised in the study. The 
composition of the sample and the measuring instrument were examined.  Data 
gathering and analysis procedures were discussed. The measuring instrument 
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utilised demonstrated adequate reliability. For the purpose of the current study the 
measurement model was investigated through applying CFA for the purpose of the 
current study. The results from CFA suggested that there was a good model fit with 
the data. The following chapter will outline and present the results obtained in the 
current study.  
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CHAPTER 4 
RESULTS 
 
4.1  INTRODUCTION 
 
As specified in Chapter 1, the main aim of this study is to examine the relationships 
between readiness to change and work engagement within a mid-tier accounting 
firm.  In the previous chapter the research methodology explained the design of the 
study. The aim of the present chapter is to present the results of the study. The data 
received from the questionnaires were downloaded from the Nelson Mandela 
Metropolitan University’s Survey Tool (internal website) and exported into Microsoft 
Excel. Statistica version 12, as well as AMOS version 23, were used to analyse the 
data.  Both descriptive and inferential statistics were utilised and these results are 
presented within this chapter. These results will assist in accepting or rejecting the 
research hypotheses set out in the second chapter.   
 
4.2  QUESTIONNAIRE RESULTS 
 
To gain a better understanding of the results the researcher presented the outcomes 
from the questionnaire with frequency distributions from each construct and sub-
construct measured in tabular format. Each table will illustrate the Standard 
Deviation (Std.D) and Mean (M.) and whether respondents Strongly Disagreed 
(S.D.), Disagreed (D.), had Neutral (N.) responses, Agreed (A.) and Strongly Agreed 
(S.A.) with the items within the questionnaire. Each construct and sub-construct of 
the questionnaire will be discussed in the sections below. The questionnaire can be 
viewed in appendix C.  
 
4.2.1  Work engagement 
 
Work engagement was measured on a rating scale of one to five, with a score of one 
suggesting very low engagement and a score of five suggesting very high 
engagement. For ease of analysis the mean scores are interpreted in Table 4.1.  
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Table 4.1: Interpretation of mean scores: Work Engagement 
Mean scores Description 
1.0 – 1.7 very low score on work engagement or sub-construct 
1.8 – 2.5 low score on work engagement or sub-construct 
2.6 – 3.3 medium score on work engagement or sub-construct 
3.4 – 4.1 high score on work engagement or sub-construct 
4.2 – 5.0 very high score on work engagement or sub-construct 
 
Work engagement was measured through the following sub-constructs: absorption, 
dedication and vigour.  The descriptive statistics for results on work engagement’s 
sub-construct of absorption are discussed below: 
 
4.2.1.1  Frequency distribution for work engagement: Absorption 
 
Items 1.1 to 1.6 in the questionnaire measured the absorption sub-construct of work 
engagement. The results identified from the absorption items are illustrated in Table 
4.2 below: 
 
Table 4.2: Frequency Distribution: Absorption (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.1. Time flies when I am working. 4.29 0.83 0% 2% 15% 32% 50% 
1.2. When I am working, I forget everything 
else around me. 3.51 0.87 1% 10% 36% 41% 11% 
1.3. I feel happy when I am working 
intensely. 3.76 0.84 1% 4% 33% 43% 19% 
1.4. I am immersed in my work. 3.74 0.81 1% 4% 31% 48% 16% 
1.5. I get carried away when I am working. 3.52 0.89 2% 8% 38% 40% 12% 
1.6. It is difficult to detach myself from my 
job. 3.07 1.10 9% 20% 32% 30% 8% 
 
From Table 4.2 it is apparent that the largest portion of respondents perceived that 
time passes by quickly when they are working (32 percent agree and 50 percent 
strongly agree).  Item 1.2 illustrates that 41 percent of respondents agree and 11 
percent strongly agree that when they are working they forget everything else around 
them.  It is also evident from item 1.3 that 43 percent of respondents agree and 19 
percent strongly agree that they are happy when they work intensely.  Item 1.4 
illustrates that 48 percent of respondents agree and 19 percent of respondents 
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strongly agree that they are immersed in their work. Item 1.5 referred to employees 
that get carried away when they are working. Thirty-eight percent of respondents had 
a neutral response to this questions, this could possibly indicate a lack of 
understanding regarding the item. However, Item 1.5 illustrates that 40 percent of 
respondents agree and 12 percent strongly agree that they get carried away when 
they are working.  Item 1.6 illustrates that 30 percent of respondents agree and eight 
percent of respondents strongly agree that it is difficult to detach themselves from 
their jobs. 
 
4.2.1.2  Frequency distribution for work engagement: Dedication 
 
Items 1.7 to 1.11 in the questionnaire measured the dedication sub-construct of work 
engagement. The results from the dedication items are illustrated in Table 4.3 below: 
 
Table 4.3: Frequency Distribution: Dedication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.7. I find the work that I do full of meaning 
and purpose. 3.57 0.92 4% 5% 36% 41% 14% 
1.8. I am enthusiastic about my job. 3.70 0.94 1% 9% 28% 41% 21% 
1.9. My job inspires me. 3.49 0.99 4% 10% 36% 35% 16% 
1.10. I am proud of the work that I do. 4.11 0.83 1% 2% 19% 42% 36% 
1.11. To me, my job is challenging. 3.84 0.91 1% 6% 26% 43% 25% 
 
From Table 4.3 it is evident that 41 percent of respondents are in agreement that 
they find the work they do to be meaningful and purposeful. Item 1.8 indicates that 
41 percent of respondents agree and 21 percent strongly agree that they feel 
enthusiastic about their job. Further to this, 35 percent of respondents agree and 16 
percent strongly agree that their jobs inspire them (item 1.9). Item 1.10 indicates that 
42 percent of respondents agree and 36 percent strongly agree that they are proud 
of the work that they do. From item 1.11 it is clear that 43 percent of respondents 
agree and 25 strongly agree that they found their jobs to be challenging.  
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4.2.1.3  Frequency distribution for work engagement: Vigour 
 
Items 1.12 to 1.17 in the questionnaire measured the vigour sub-construct of work 
engagement. The results from the vigour items are illustrated in Table 4.4 below. 
 
Table 4.4: Frequency Distribution: Vigour (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.12. At work, I feel bursting with energy. 3.14 0.89 4% 18% 45% 29% 5% 
1.13. When I get up in the morning, I feel like 
going to work. 3.09 1.07 9% 18% 36% 30% 8% 
1.14. I can continue working for very long 
periods at a time. 3.58 0.98 3% 9% 31% 40% 17% 
1.15. At my job, I am very resilient, mentally. 3.62 0.75 1% 4% 38% 47% 10% 
1.16. At my job, I feel strong and vigorous. 3.42 0.80 1% 10% 41% 41% 6% 
1.17. At my work I always persevere, even 
when things do not go well. 3.89 0.78 0% 4% 24% 51% 21% 
 
From Table 4.4 it is apparent that a big percentage of the respondents gave an 
impartial score with item 1.12 and item 1.13 suggesting that they possibly did not 
understand the items or they are possibly unsure whether they are bursting with 
energy at work or if they feel like going to work when they wake up in the morning.  
 
Item 1.14 indicates that 40 percent of respondents agree and 17 percent of 
respondents strongly agree that they can continue working for long periods at a time. 
Item 1.15 indicates that 47 percent of respondents agree and 10 percent of 
respondents strongly agree that they are mentally very strong in their jobs. From 
item 1.16 it is evident that 41 percent of respondents agree and six percent strongly 
agree that they feel strong and vigorous in their jobs. Fifty-one percent of 
respondents agree and 21 percent of respondents strongly agree that they always 
persevere in their jobs even when things do not go well. 
 
Table 4.5: Descriptive statistics for scores on work engagement and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Absorption 3.65 3.67 1.17 5.00 0.62 - 0.303 0.110 
Dedication 3.74 3.80 1.00 5.00 0.74 - 0.459 0.253 
Vigour 3.46 3.50 1.00 5.00 0.66 - 0.334 0.114 
Work engagement 3.62 3.64 1.06 5.00 0.57 - 0.494 0.771 
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From Table 4.5 it is apparent that the overall mean score for absorption was 3.65, 
indicating a high score of absorption with a standard deviation of 0.62.  The overall 
mean score for dedication was 3.74 indicating a high score of dedication with a 
standard deviation of 0.74.  The mean score for vigour was 3.46 indicating a high 
score of vigour with a standard deviation of 0.66.  Work engagement has a mean 
score of 3.62, indicating that there are high levels of work engagement within the 
sample.  
 
The work engagement total, as well as absorption, dedication and vigour suggest 
that the data is negatively skewed, as the construct and sub-constructs are less than 
-1.00 (Venter, D. personal communication, 27 September, 2015). With all the 
skewness coefficients demonstrating negative signs, it is an indication of a 
negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.2  Process of change 
 
Process of change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores with regards to process of change and a score of 
five suggesting very high scores with regards to process of change. For ease of 
analysis, the mean scores are interpreted in Table 4.6.  
 
Table 4.6: Interpretation for mean scores: Process of change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on process of change or sub-construct 
1.8 – 2.5 low score on process of change or sub-construct 
2.6 – 3.3 medium score on process of change or sub-construct 
3.4 – 4.1 high score on process of change or sub-construct 
4.2 – 5.0 very high score on process of change or sub-construct 
 
The process of change construct was measured by the following sub-constructs: 
quality of change communication, participation, attitude of top management towards 
change, and support by supervisors. The following sections will discuss the 
descriptive statistics of each sub-construct measuring process of change. The first 
sub-construct that will be discussed is quality of change communication.  
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4.2.2.1 Frequency distribution for process of change: Quality of change 
communication 
 
Items 2.1 to 2.8 in the questionnaire measured the quality of change communication 
sub-construct of the process of change construct. The results from the quality of 
change communication items are illustrated in the Table 4.7 below. 
 
Table 4.7: Frequency Distribution: Quality of change communication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
2.1. I am regularly informed on how the 
change is going. 2.94 1.12 12% 21% 34% 25% 8% 
2.2. There is good communication between 
project leaders and staff members about the 
organisations policy towards changes. 
2.88 1.10 13% 23% 35% 24% 6% 
2.3. Information provided on change is clear. 2.87 1.09 12% 25% 33% 25% 5% 
2.4. Information concerning the changes 
reaches us mostly as rumours. 3.13 1.17 9% 24% 28% 27% 13% 
2.5. We are sufficiently informed of the 
progress of change. 2.79 1.08 14% 24% 37% 19% 6% 
2.6. Management team keeps all 
departments informed about its decisions. 2.80 1.09 14% 25% 35% 21% 6% 
2.7. Two-way communication between the 
management team and the departments are 
very good. 
2.81 1.10 14% 24% 33% 24% 5% 
2.8. Management team clearly explains the 
necessity of the change 2.80 1.09 14% 24% 34% 23% 5% 
 
Item 2.1 illustrates that 25 percent of respondents are in agreement and eight 
percent of respondents strongly agree that they perceive to be regularly informed on 
how change is going. Twenty one percent of respondents believed that they are not 
informed on how change is going. Item 2.2 indicates that there are varying 
perceptions about whether the communication amongst staff members and project 
leaders is good during a change process.  Item 2.3 indicates that 12 percent of 
respondents strongly agree and 25 percent agree that information provided on 
change was not clear.  Fourty percent of respondents believe that information 
concerning changes reaches them as rumours (Item 2.4). This concurs with the 
previous item’s outcome that information regarding change in unclear.  Twenty-four 
percent of respondents perceived that they are not informed regarding the progress 
of change. This item also indicated that a big percentage (37%) provided an impartial 
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response to this item. As illustrated by item 2.6 14 percent of respondents strongly 
agree and 25 percent agree that the management teams do not keep all 
departments informed about decisions made during a change process. Item 2.7 
indicates that 38 percent of respondents believe that two-way communication 
between the management teams and departments are not good during change. 
From item 2.8 it can be seen that a large percentage of respondents (38%) indicated 
that they perceive that the management team does not explain the necessity of 
change that is taking place.  
4.2.2.2  Frequency distribution for process of change: Participation 
 
Items 3.1 to 3.11 in the questionnaire measured the participation sub-construct of the 
process of change construct. The results from the participation items are illustrated 
in Table 4.8 below. 
 
Table 4.8: Frequency Distribution: Participation (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
3.1. Changes are always discussed with all 
people concerned. 2.76 1.15 17% 23% 34% 19% 7% 
3.2. Those who implement change, have no 
say in developing the proposal. 2.80 0.91 9% 24% 50% 13% 4% 
3.3. Decisions concerning work are taken in 
consultation with the staff who are affected. 2.71 1.05 16% 24% 38% 19% 4% 
3.4. My department’s management team 
takes account of the staff’s remarks. 3.00 1.03 10% 17% 43% 24% 6% 
3.5. Departments are consulted about the 
change sufficiently. 2.75 1.05 14% 24% 40% 18% 5% 
3.6. Staff members were consulted about the 
reasons for change. 2.74 1.03 14% 25% 39% 19% 4% 
3.7. Front line staff and office workers can 
raise topics for discussion. 2.95 1.04 10% 21% 39% 24% 6% 
3.8. Our department provide sufficient time 
for consultation. 2.76 1.05 14% 22% 41% 18% 4% 
3.9. It is possible to talk about outmoded 
regulations and ways of working. 2.99 0.97 10% 14% 49% 23% 4% 
3.10. The way change is implemented leaves 
little room for personal input. 3.02 1.03 7% 23% 39% 22% 8% 
3.11. Staff members are sufficiently involved 
in the implementation of the changes by our 
departments senior managers. 
2.76 0.96 12% 23% 45% 18% 2% 
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From Table 4.8 it is evident that 17 percent of respondents strongly agree and 23 
percent of the respondents agree that changes are not always discussed with all 
people concerned (Item 3.1).  Item 3.2 illustrates that half of the respondents gave a 
neutral response indicating that they possibly did not understand the item or it could 
also possibly suggest that the respondents do not know whether those who 
implement change are a part of developing the proposal for change. Item 3.3 
indicates that 38 percent of respondents do not know if other staff are consulted 
regarding whether change affects them. The majority of respondents gave a neutral 
response to item 3.4 indicating the possibility of them not understanding the item 
fully, or they do not know whether their department’s management team takes the 
staff members’ remarks into account during a change process.  
 
Thirty percent of respondents agree that their department’s management team takes 
their remarks into account during change. Item 3.5 indicates that 40 percent of the 
respondents gave a neutral response and a big percentage of the respondents 
perceive that departments are not consulted about changes sufficiently. This 
suggests that respondents perceive that departments are not consulted regarding 
the changes that are going to be implemented or they are not aware of consultation 
taking place. From item 3.6 to 3.11 the majority of respondents indicated a neutral 
response to the items.  
 
4.2.2.3 Frequency distribution for process of change: Attitude of top 
management toward change 
 
Items 4.1 to 4.3 in the questionnaire measured the attitude of top management 
toward change sub-construct of the process of change construct. The results from 
this sub-construct are illustrated in Table 4.9 below. 
 
Table 4.9: Frequency Distribution: Attitude of top management toward change (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
4.1. Management team has a positive vision 
of the future. 3.49 1.02 4% 10% 35% 34% 17% 
4.2. Management team is actively involved 
with the changes. 3.43 1.00 4% 13% 34% 35% 14% 
4.3. Management team supports the change 
process unconditionally. 3.31 1.03 5% 14% 38% 30% 13% 
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From Table 4.9 it is evident that 17 percent of respondents strongly agree and 34 
percent of respondents agree that their management team has a positive vision for 
the future.  Forty-nine percent of respondents perceive their management team to be 
actively involved with changes (Item 4.2). Item 4.3 indicates that the majority of the 
respondents gave a neutral response. This could imply that they are unsure whether 
their management team supports the change process unconditionally. Thirty-three 
percent of the respondents perceive that their management team supports the 
change process unconditionally.  
 
4.2.2.4  Frequency distribution for process of change: Support by supervisors 
 
Items 5.1 to 5.7 in the questionnaire measured the support by supervisors sub-
construct of the process of change construct.  The results from this sub-construct are 
illustrated in Table 4.10 below. 
 
Table 4.10: Frequency Distribution: Support by supervisors (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
5.1. Our department’s senior managers pay 
sufficient attention to the personal 
consequences that the changes could have 
for their staff members. 
3.06 1.10 11% 17% 36% 27% 9% 
5.2. Our department’s senior managers 
coach us very well about implementing the 
change. 
3.02 1.08 11% 17% 39% 26% 8% 
5.3. Our department’s senior managers have 
trouble in adapting their leadership styles to 
the changes. 
2.75 1.10 13% 30% 34% 16% 8% 
5.4. My manager does not seem very keen to 
help me find a solution if I have a problem. 2.23 1.16 34% 29% 22% 11% 4% 
5.5. If I experience any problems, I can 
always turn to my manager for help. 3.79 1.11 4% 9% 24% 32% 32% 
5.6. My manager can place herself/himself in 
my position. 3.38 1.11 6% 14% 32% 31% 17% 
5.7. My manager encourages me to do things 
that I have never done before. 3.66 1.11 6% 8% 27% 34% 25% 
 
From Table 4.10 it is clear that 36 percent perceive that their department’s senior 
managers pay sufficient attention to the personal consequences that the changes 
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could have on their staff and 36 percent are unsure if their senior management pays 
attention to the personal consequence. 
Item 5.2 illustrates that 39 percent of the respondents furnish a neutral response. 
This could imply that they do not understand the item or they are unacquainted that 
their department’s senior managers coach the staff on change implementation. Item 
5.3 indicates that 13 percent of respondents strongly disagree and 30 percent of 
respondents disagree that their senior managers have trouble adapting their 
leadership styles to the changes.  Thirty-four percent of respondents strongly 
disagree and 29 percent disagree that their managers do not seem willing to help 
them find solutions if they have problems (Item 5.4).  
Thirty-two percent of respondents strongly agree and 32 percent of respondents are 
in agreement that they can always turn to their managers when they experience any 
problems (Item 5.5). Item 5.6 illustrates that a large percentage of the respondents 
(31 percent agree and 17 percent strongly agree) perceive that their managers can 
place themselves in the respondents’ position when going through change 
processes.  From item 5.7 it is clear that there is a large percentage of respondents 
that feel their managers encourage them to do things they have never done before. 
Table 4.11 illustrates the overall frequency distribution scores for the process of 
change construct.  
Table 4.11: Descriptive statistics for scores on process of change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Quality of change 
communication 2.85 3.00 1.00 5.00 0.94 - 0.016 - 0.498 
Participation 2.87 3.00 1.09 4.82 0.73 - 0.080 - 0.048 
Attitude of top 
management toward 
change 
3.41 3.33 1.00 5.00 0.94 - 0.259 - 0.204 
Support by supervisors 3.42 3.43 1.00 5.00 0.78 - 0.191 0.131 
Process of change 3.14 3.15 1.09 4.95 0.72 - 0.055 - 0.157 
 
As can be seen in Table 4.11, the mean score for the quality of change 
communication sub-construct (m = 2.85) falls into the medium range with a standard 
deviation of 0.94.  The participation sub-construct has a mean score of 2.87 which 
indicates a medium score with a standard deviation of 0.73. The overall mean score 
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for the attitude of top management sub-construct was 3.41 which falls into a high 
range with a standard deviation of 0.94. The support by supervisor sub-construct 
presented a high score (m =3.42) with a standard deviation of 0.78.  
 
The process of change construct has a mean score of 3.14 and a standard deviation 
of 0.72. This implies that there is a medium score towards process of change.  The 
process of change total, as well as quality of change communication, participation, 
attitude of top management towards change and support by supervisors suggest that 
the data is negatively skewed, as they are less than -1.00.  
 
With all the skewness coefficients demonstrating negative signs, it is an indication of 
a negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.3  Trust in leadership 
 
Trust in leadership was measured on a rating scale of one to five, with a score of one 
suggesting very low scores with regards to trust in leadership and a score of five 
suggesting very high scores with regards to trust in leadership. For ease of analysis, 
the mean scores are interpreted in Table 4.12. The sections below will discuss the 
descriptive statistics of this construct.  
 
Table 4.12: Interpretation for mean scores: Trust in leadership (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on trust in leadership 
1.8 – 2.5 low score on trust in leadership 
2.6 – 3.3 medium score on trust in leadership 
3.4 – 4.1 high score on trust in leadership 
4.2 – 5.0 very high score on trust in leadership 
 
4.2.3.1   Frequency distribution for Trust in Leadership 
 
Items 6.1 to 6.3 in the questionnaire measured the construct of trust in leadership.  
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Table 4.13: Frequency Distribution: Trust in Leadership (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
6.1. The management team consistently 
implements its policies in all departments. 3.10 1.05 9% 14% 43% 26% 8% 
6.2. The management team fulfils its 
promises. 3.02 1.05 11% 15% 43% 24% 7% 
6.3. If I make mistakes, my manager holds 
them against me. 2.49 1.22 27% 24% 28% 14% 7% 
 
From Table 4.13 it is clear that 43 percent of respondents gave a neutral response to 
item 6.1 which suggest that respondents did not fully understand the question or they 
are unsure whether management consistently implements policies in all departments 
during change. Item 6.2 indicates that the majority of respondents gave a neutral 
response which could imply uncertainty around the fact that management fulfils their 
promises or respondents did not fully understand the question. Item 6.3 illustrated 
varying perceptions regarding whether the management team fulfils its promises.  A 
large percentage of respondents perceived that their managers do not hold the 
mistakes they make against them.  
Table 4.14: Descriptive statistics for scores on trust in leadership (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Trust in leadership 3.21 3.33 1.00 5.00 0.83 - 0.129 - 0.006 
 
The mean score of trust in leadership is 3.21 indicating a medium score with a 
standard deviation of 0.83. Although there are a percentage of respondents who 
perceive that trust in leadership exists, the medium score indicates that there is also 
room for improvement when it comes to trust in leadership for the mid-tier accounting 
firm.  
 
The trust in leadership total suggests that the data is negatively skewed, as the 
construct is less than -1.00. The negative sign is an indication of a negatively 
skewed distribution. 
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4.2.4  Readiness to change 
 
Readiness to change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores on readiness to change and a score of five 
suggesting very high scores on readiness to change. For ease of analysis, the mean 
scores were are interpreted in Table 4.15.  
 
Table 4.15: Interpretation for mean scores: Readiness to change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on readiness to change or dimension 
1.8 – 2.5 low score on readiness to change or dimension 
2.6 – 3.3 medium score on readiness to change or dimension 
3.4 – 4.1 high score on readiness to change or dimension 
4.2 – 5.0 very high score readiness to change or dimension 
 
The readiness to change construct was measured by the following sub-constructs: 
emotional readiness to change, intentional readiness to change, and cognitive 
readiness to change. The following sections will discuss the descriptive statistics of 
these sub-constructs. 
 
4.2.4.1   Frequency distribution for readiness to change: Emotional readiness 
 
Items 7.1 to 7.5 in the questionnaire measured the emotional readiness sub-
construct. The results from the emotional readiness items are illustrated in Table 
4.16 below. 
 
Table 4.16: Frequency Distribution: Emotional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.1. I have a good feeling about the change 
project. 3.30 0.92 4% 10% 48% 29% 9% 
7.2. I experience the change as a positive 
process. 3.47 0.93 3% 9% 39% 37% 12% 
7.3. I find the change refreshing. 3.49 0.95 3% 10% 37% 36% 14% 
7.4. I am somewhat resistant to change. 2.46 1.01 18% 36% 31% 13% 3% 
7.5. I am quite reluctant to accommodate and 
incorporate changes into my workplace. 2.41 1.03 20% 37% 28% 12% 3% 
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From Table 4.16 it is apparent that 48 percent of respondents provided an impartial 
response to item 7.1, possibly suggesting they were unsure about their feelings 
toward the change projects that have occurred within the firm. Item 7.2 indicates that 
37 percent of respondents agree and 12 percent of respondents strongly agree that 
change is a positive process.  
Thirty-six percent of the respondents agree and 14 percent of respondents strongly 
agree that change is refreshing (Item 7.3).  Item 7.4 illustrates that 36 percent of 
respondents disagree and 18 percent of respondents strongly disagree that they are 
resistant towards change.  Further to this, item 7.5 indicates that 37 percent of 
respondents disagree and 20 percent of respondents strongly disagree that they are 
reluctant to accommodate and incorporate changes into the workplace.  
 
4.2.4.2  Frequency distribution for readiness to change: Cognitive readiness 
 
Items 7.6 to 7.10 in the questionnaire measured the cognitive readiness sub-
construct of the readiness to change construct. The results from the cognitive 
readiness items are illustrated in Table 4.17 below. 
 
Table 4.17: Frequency Distribution: Cognitive readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.6. I think that most changes will have a 
negative effect on the clients we serve. 2.24 0.95 25% 38% 28% 8% 1% 
7.7. Plans for future improvement will not 
come to much. 2.79 0.87 9% 22% 53% 14% 2% 
7.8. Most change projects that are supposed 
to solve problems around here will not do 
much good. 
2.67 1.02 13% 30% 38% 14% 5% 
7.9. The change will improve work. 3.41 0.88 3% 9% 43% 36% 9% 
7.10. The change will simplify work. 3.26 0.91 4% 12% 46% 31% 8% 
 
Item 7.6 from Table 4.17, suggests that 63 percent of respondents are of the view 
that they do not perceive that the changes will have a negative effect on clients. 
From item 7.7 it is clear that 53 percent of respondents gave a neutral response 
which could indicate that they did not understand the item fully or they are unsure 
whether there are more changes coming up in the near future.   
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Item 7.8 illustrates that most of the respondents positively perceive that the change 
projects will solve problems. Thirty-six percent of respondents perceive the change 
will improve their work (Item 7.9). Fourty-three percent presented an impartial 
response to this item which could imply that they are unsure how the change will 
improve their work.   
Item 7.10 suggests that 46 percent of respondents presented an impartial response 
which could indicate that they are uncertain as to how the change will simplify their 
work.   
 
4.2.4.2  Frequency distribution for readiness to change: Intentional readiness 
 
Items 7.11 to 7.13 in the questionnaire measured the intentional readiness sub-
construct. The results from the intentional readiness items are illustrated in Table 
4.18 below. 
 
Table 4.18: Frequency Distribution: Intentional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.11. I want to devote myself to the process 
of change. 3.55 0.84 2% 5% 43% 37% 13% 
7.12. I am willing to make a significant 
contribution to the change. 3.80 0.80 1% 2% 33% 44% 20% 
7.13. I am willing to put energy into the 
process of change. 3.81 0.78 1% 1% 32% 46% 19% 
 
Table 4.18 suggests that half of the respondents devote themselves to the 
processes of change. Fourty-four percent of respondents agree and 20 percent of 
respondents strongly agree that they are willing to make significant contributions to 
change processes (Item 7.12). This item also indicates that a small percentage of 
the respondents are not willing to make a contribution to change.  
 
Item 7.13 indicates that 46 percent of respondents agree and 19 percent strongly 
agree that they are willing to put energy into the process of change. This item further 
indicates that a very small percentage of respondents are not willing to put energy 
into the process of change. Table 4.19 illustrates the overall frequency distribution 
for readiness to change.  
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Table 4.19: Descriptive statistics for scores on readiness to change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Emotional Readiness 3.48 3.40 1.80 5.00 0.67 0.219 - 0.027 
Cognitive Readiness 3.40 3.40 1.40 5.00 0.65 0.116 0.348 
Intentional Readiness 3.72 3.67 1.00 5.00 0.75 - 0.126 0.184 
Readiness to change 3.53 3.49 2.16 5.00 0.56 0.366 - 0.181 
 
As can be seen in Table 4.19, the mean score for emotional readiness (m = 3.48) 
falls into the high range with a standard deviation of 0.67.  Cognitive readiness has a 
mean score of 3.40 with a standard deviation of 0.65. The overall mean score for 
intentional readiness is 3.72 which falls into a high range with a standard deviation of 
0.75. The overall readiness to change construct has a mean score of 3.53 which 
suggests a high score. While the distribution of responses for intentional readiness is 
negatively skewed, the distribution of responses for emotional readiness and the 
overall readiness to change construct are positively skewed. Cognitive readiness 
displays a symmetric distribution of responses. The next section will discuss the 
differences in the sample for demographic variables.  
 
4.3  DEMOGRAPHIC VARIABLE ANALYSIS 
 
The following sections explain the differences in the demographic variables of this 
study. The study measured the following demographic variables: age, job categories, 
gender, language, race and office location of the mid-tier accounting firm.  
 
The statistical significance of differences was determined by examining variations in 
mean scores of demographic groups, for instance age, job category and office 
location, based on the psychometric constructs in the study and their corresponding 
sub-constructs. When there are more than two categories present in a demographic 
group it is necessary to conduct an analysis of variance (ANOVA).  
 
Although the ANOVA will highlight that there are significant differences between the 
means, it does not point out where the significant difference lies when there are 
more than two groups (Hair et al., 2006). Therefore, it is also necessary to utilise the 
Scheffé method to identify where the differences exist.  
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Cohen’s d was also calculated to determine the approximate strength of the 
difference.  A value of 0.20 and above for Cohen’s d is considered to indicate a small 
practical significance, whereas a value of 0.50 and above indicates a medium 
practical significance and 0.80 and above indicates a large practical significance 
(Gravetter & Wallnau, 2009).  
 
The scores of age, office location, language and job category demographics were 
examined for differences in mean scores, but only statistical differences that were 
found will be presented in this section. The results for the ANOVA based on the 
scores of the four age groups are presented in Table 4.20. 
 
Table 4.20: ANOVA of Age 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 339 5.381 0.001 
Dedication 339 1.388 0.246 
Vigour 339 3.787 0.110 
Process of change sub-constructs 
Quality of change communication 339 1.480 0.220 
Participation 339 0.317 0.813 
Attitude of top management 339 1.216 0.304 
Support by supervisors 339 1.446 0.229 
Readiness to change sub-constructs 
Emotional readiness 339 0.487 0.692 
Cognitive readiness 339 0.304 0.822 
Intentional readiness 339 1.746 0.157 
Construct totals 
Work engagement 339 4.335 0.005 
Process of change 339 0.567 0.637 
Trust in leadership 339 0.363 0.780 
Readiness to change 339 0.189 0.904 
 
As can be seen in Table 4.20 the p-value for absorption is indicated at 0.001 and 
work engagement indicated at 0.005 suggesting a significant difference in the mean 
scores of absorption and overall work engagement for respondents with different age 
groups.  A post hoc Scheffé test was calculated and the differences in these age 
groups for absorption and work engagement are reflected in Table 4.21 and Table 
4.22 below. 
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Table 4.21: Scheffé test for age on absorption 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.009 0.862 0.039 3.53 0.44 
30-39 yrs 
  0.467 0.984 3.80  
40-49 yrs 
   0.423 3.62  
50+ 0.039 
   3.84 0.52 
 
From Table 4.21 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of absorption (p 
= 0.009). Older respondents (30-39) have a higher mean score than younger 
respondents (20-29) for absorption and this has a small practical significance 
(Cohen’s d = 0.44).  This suggests that the respondents within the 30-39 age group 
have higher levels of absorption than those within the 20-29 age group. Further to 
this, there is a significant difference between respondents aged 20-29 years and 
those aged 50+ years in terms of absorption (p = 0.039). The older respondents 
(50+) have a higher mean score than younger respondents (20-29) for absorption 
and this has a medium practical significance (Cohen’s d = 0.52). This suggests that 
the respondents within the 50+ age group have higher levels of absorption than 
those within the 20-29 age group.  
 
Table 4.22: Scheffé test for age on work engagement 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.027 0.587 0.077 3.51 0.41 
30-39 yrs 
  0.865 0.987 3.73  
40-49 yrs 
   0.783 3.64  
50+ 
    3.77  
 
From Table 4.22 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of work 
engagement (p = 0.027). Older respondents (30-39) have a slightly higher mean 
score than younger respondents (20-29) for work engagement and this has a small 
practical significance (Cohen’s d = 0.41). The results for the ANOVA based on the 
scores of the four job categories are presented in Table 4.23. 
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Table 4.23: ANOVA of job category 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 334 3.141 0.018 
Dedication 334 3.894 0.009 
Vigour 334 8.213 0.0005 
Process of change sub-constructs 
Quality of change communication 334 3.756 0.011 
Participation 334 4.223 0.006 
Attitude of top management 334 3.246 0.022 
Support by supervisors 334 0.610 0.609 
Readiness to change sub-constructs 
Emotional readiness 334 3.657 0.013 
Cognitive readiness 334 6.759 0.0005 
Intentional readiness 334 1.290 0.278 
Construct totals 
Work engagement 334 6.616 0.0005 
Process of change 334 3.421 0.018 
Trust in leadership 334 0.819 0.484 
Readiness to change 334 4.296 0.005 
 
As is evident from the Table 4.23, absorption (p = 0.018), dedication (p = 0.009) and 
vigour (p = 0.0005) all had p-values of less than 0.05 indicating a significant 
difference in mean scores when related to the type of job category.  
 
Furthermore, quality of change communication (p = 0.011), participation (p = 0.006) 
and attitude of top management (p = 0.022) all had p-values of less than 0.05 
indicating a significant difference in mean scores when related to the type of job 
category. Emotional readiness (p = 0.013) and cognitive readiness (p = 0.0005) 
indicated significant differences in mean scores relating to job categories. Further to 
this, Table 4.23 indicates that work engagement (p = 0.0005), process of change (p 
= 0.018) and readiness to change (p = 0.005) indicated significant differences in 
mean scores relating to job categories.  
 
Once statistical significance was implied, it was necessary to conduct a post hoc 
Scheffé test on the significant constructs to determine where the differences lie 
concerning job categories.  The results indicated that there was no detectable 
significance regarding the mean scores for absorption, emotional readiness and 
readiness to change.  The results for dedication, vigour and work engagement are 
reflected in Table 4.24, Table 4.25 and Table 4.26 below.  
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Table 4.24: Scheffé test for job category on dedication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration Mean 
Cohen’s 
d 
Top Management 
 0.218 0.194 0.010 4.02 0.60 
Middle Management 
  0.997 0.356 3.76  
Trainee Accountant 
   0.526 3.74  
Administration 
    3.57  
 
From Table 4.24 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of dedication (p = 
0.010) with a medium practical significance (Cohen’s d = 0.060). Top management 
displays higher levels of dedication (m = 4.02) than the administration job category 
(m = 3.57). 
 
Table 4.25: Scheffé test for job category on vigour 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.66 0.009  3.79 0.68 
Middle Management 
  0.746 0.040 3.50 0.40 
Trainee Accountant 
   0.400 3.40  
Administration 0.0005 
   3.23 0.87 
 
From Table 4.25 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of vigour (p = 0.0005). 
The job category of top management has a higher mean score than administration 
for vigour and this has a large practical significance (Cohen’s d = 0.87). Further to 
this, Table 4.25 indicates that there is a significant difference between the job 
categories of trainee accountant and top management in terms of vigour (p = 0.009). 
Top management once again has a higher mean score than trainee accountant for 
vigour, and this has a medium practical significance (Cohen’s d = 0.68). Table 4.25 
indicates a small practical significance between the scores of administration and 
middle management with a Cohen’s d of 0.40. These results suggest that top 
management displays higher levels of vigour than the job categories of 
administration, trainee accountant and middle management.  
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Table 4.26: Scheffé test for job category on work engagement 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Accoun-
tant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.121 0.014  3.88 0.70 
Middle Management 
  0.685 0.096 3.66  
Trainee Accountant 
   0.655 3.56  
Administration <0.0005 
   3.45 0.77 
 
Table 4.26 illustrates that there is a significant difference between the job categories 
of top management and trainee accountant in terms of overall work engagement (p = 
0.014). Top management has a higher mean score than trainee accountant for work 
engagement and this has a medium practical significance (Cohen’s d = 0.70).  
Further to this, Table 4.26 illustrates that there is a significant difference between the 
job categories of top management and administration in terms of overall work 
engagement (p < 0.0005).  In this instance, top management displays slightly higher 
work engagement (m = 3.88) than administration (m = 3.45). This difference has a 
medium practical significance between the scores of administration and top 
management with a Cohen’s d of 0.77. 
 
Further post hoc Scheffé tests were calculated and the differences in the job 
category groups for quality of change communication, participation, attitude of top 
management and process of change are reflected in Table 4.27, Table 4.28, Table 
4.29 and Table 4.30 below. 
 
Table 4.27 below illustrates that there is a significant difference between the job 
categories of middle management and trainee accountant in terms of quality of 
change communication (p = 0.038). The job category of middle management has a 
lower mean score than administration in terms of quality of change communication 
and this has a small practical significance (Cohen’s d = 0.42). 
 
Table 4.27: Scheffé test for job category on quality of change communication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.640 0.752 0.602 2.92  
Middle Management 
  
0.038 0.998 2.27 0.42 
Trainee Accountant 
   
0.050 3.10 0.44 
Administration 
    2.69  
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Further to this, Table 4.27 illustrates that there is a significant difference between the 
job categories of trainee accountant and administration in terms of quality of change 
communication (p = 0.050). Trainee accountant once again has a higher mean score 
than administration for quality of change communication and this has a small 
practical significance (Cohen’s d = 0.44). These results suggest that trainee 
accountants perceived quality of change communication to be more satisfactory (m = 
3.10) than what middle management (m = 2.27) and administration (m = 2.69) 
perceive it to be.  
 
Table 4.28: Scheffé test for job category on participation 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.173 0.874 0.022 3.09 0.56 
Middle Management 
  0.454 0.637 2.82  
Trainee Accountant 
   0.069 2.99  
Administration 
    2.68  
 
 
From Table 4.28 above, it is evident that there is a significant difference between the 
job categories of top management and administration in terms of participation (p = 
0.022). The job category of top management has a higher mean score than 
administration for participation and this has a medium practical significance (Cohen’s 
d = 0.56).  
 
Table 4.29: Scheffé test for job category on attitude of top management 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.859 0.846 0.417 3.48  
Middle Management 
  0.196 0.755 3.35  
Trainee Accountant 
   
0.034 3.36 0.48 
Administration 
    3.20  
 
Table 4.29 illustrates that there is a significant difference between the job categories 
of trainee accountant and administration in terms of the perception they have of top 
management’s attitude towards change (p = 0.034). The job category of trainee 
accountant has a slightly higher mean score than administration which has a small 
practical significance (Cohen’s d = 0.48).   
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From Table 4.30 it is evident that there is a significant difference between the job 
categories of trainee accountant and administrative staff in their perceptions of the 
process of change (p = 0.047). The job category of trainee accountant has a higher 
mean score than administration for process of change and this has a small practical 
significance (Cohen’s d = 0.46).  
 
Table 4.30: Scheffé test for job category on process of change 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 0.544 0.987 0.227 3.25  
Middle Management 
  0.182 0.843 3.08  
Trainee Accountant 
   
0.047 3.30 0.46 
Administration 
    2.98  
 
A post hoc Scheffé test was calculated and the differences in the job category 
groups for cognitive readiness are reflected in Table 4.31. 
 
Table 4.31: Scheffé test for job category on cognitive readiness 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 
0.045 0.986 0.156 3.55 0.48 
Middle Management 
  
0.002 0.987 3.25 0.57 
Trainee Accountant 
   
0.025 3.60 0.49 
Administration 
    3.29  
 
Table 4.31 illustrates that there is a significant difference between the job categories 
of top management and middle management in terms of cognitive readiness (p = 
0.045). The job category of top management has a higher mean score than middle 
management for cognitive readiness and this has a small practical significance 
(Cohen’s d = 0.48).  Table 4.31 further indicates a medium practical significance 
between the scores of middle management and trainee accountant with a Cohen’s d 
of 0.57. The mean score for trainee accountant (m = 3.60) is higher than the mean 
score for middle management (m = 3.25).  
 
Furthermore, Table 4.31 demonstrates that there is a significant difference between 
trainee accountants and administrative staff in terms of cognitive readiness (p = 
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0.025). Trainee accountant has a higher mean score than administration for 
cognitive readiness and this has a small practical significance (Cohen’s d = 0.49).  
 
The questionnaire was distributed to 12 of the mid-tier accounting firm’s offices 
across South Africa. For ease of analysis the offices were grouped into regions. 
Table 4.32 below indicates how the various offices were clustered into regions. 
 
Table 4.32: Region composition 
Offices Regions Percentage 
Cape Town Western Cape (W. Cape) 30 Paarl 
George Southern Cape (S. Cape) 6 Plettenberg Bay 
Port Elizabeth Eastern Cape (E. Cape) 23 East London 
Durban Kwa-Zulu Natal (KZN) 6 
Kimberley Free State/Northern Cape (FS / N. 
Cape) 7 Kathu Bloemfontein 
Johannesburg Gauteng (GP) 28 Pretoria 
 
The results for the ANOVA based on the scores of the six regions are presented in 
Table 4.33 below.  
 
Table 4.33: ANOVA of regions  
Construct df (5) F-stat P value 
Work Engagement sub-constructs 
Absorption 338 2.344 0.041 
Dedication 338 3.169 0.002 
Vigour 338 3.711 0.003 
Process of change sub-constructs 
Quality of change communication 338 1.145 0.336 
Participation 338 2.133 0.061 
Attitude of top management 338 5.249 0.0005 
Support by supervisors 338 2.190 0.0555 
Readiness to change sub-constructs 
Emotional readiness 338 2.611 0.025 
Cognitive readiness 338 1.097 0.362 
Intentional readiness 338 1.947 0.086 
Construct totals 
Work engagement 338 4.067 0.001 
Process of change 338 3.018 0.001 
Trust in leadership 338 3.192 0.008 
Readiness to change 338 2.037 0.073 
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From Table 4.33 above it is evident that absorption (p = 0.041), dedication (p = 
0.002) vigour (p = 0.003), attitude of top management (p = 0.0005), trust in 
leadership (p = 0.008), work engagement (p = 0.001) and process of change (p = 
0.001) have significant differences in the mean scores for respondents in the 
different regions. Once statistical significance was implied, it was necessary to 
conduct a post hoc Scheffé test on the significant constructs and sub-constructs to 
determine where the differences lie concerning regions. These results suggest that 
that there is no detectable significance regarding the mean scores for absorption and 
dedication. 
 
Table 4.34: Scheffé test for regions on vigour 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.536 0.284 0.439 0.996 3.52  
S. Cape 
  0.864 0.524 0.804 0.998 3.54  
E. Cape 
   0.920 0.039 0.845 3.32 0.75 
KZN 
    
0.021 0.47 3.13 1.20 
FS / N. Cape 
     0.479 3.84  
GP 
      3.46  
 
Table 4.34 illustrates that there is a significant difference between the Eastern Cape 
region and the Free State/Northern Cape regions in terms of vigour (p = 0.039) with 
a medium practical significance (Cohen’s d = 0.75).  The Free State/Northern Cape 
region (m = 3.84) have a higher mean score than the Eastern Cape (m = 3.32). 
Further to this Table 4.34 illustrates that there is a large practical significance 
between Kwa-Zulu Natal and the Free State/Northern Cape (Cohen’s d = 1.02).  
 
A post hoc Scheffé test was calculated and the differences in the regions for work 
engagement are reflected in Table 4.35 below. 
 
Table 4.35: Scheffé test for regions on work engagement 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.222 0.150 0.826 0.653 3.72  
S. Cape 
  0.685 0.368 0.968 0.912 3.74  
E. Cape 
   0.928 0.082 0.975 3.49  
KZN 
    
0.042 0.681 3.33 1.06 
FS / N. Cape 
     0.242 3.90  
GP 
      3.57  
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From the Table 4.35 it is evident that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region (Cohen’s d = 1.06). The 
Free State/Northern Cape regions (m = 3.90) have a much higher mean score than 
Kwa-Zulu Natal (m = 3.33). 
 
Table 4.36: Scheffé test for regions on attitude of top management 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.364 0.998 0.917 0.001 0.650 3.21 1.03 
S. Cape 
  0.565 0.976 0.788 0.900 3.73  
E. Cape 
   0.980 0.004 0.920 3.28 0.94 
KZN 
    0.249 1.000 3.48  
FS / N. Cape 
     
0.003 4.18 0.82 
GP 
      3.45  
 
From Table 4.36 above, it is evident that there is a significant difference between the 
Western Cape region and the Free State/Northern Cape region in terms of attitude of 
top management (p = 0.001).  The mean score for the Free State/Northern Cape 
regions (m = 4.18) are relatively higher than the mean score for the Western Cape 
region (m = 3.21), also indicating a large practical significance (Cohen’s d = 1.03).  
 
Further to this, there is a large practical significance between the Free 
State/Northern Cape regions and the Eastern Cape region (Cohen’s d = 0.94) as 
well as the Gauteng region (Cohen’s d = 0.82). Table 4.36 illustrates that the Free 
State/Northern Cape region (m = 4.18) has relatively higher mean scores than the 
Eastern Cape region (m = 3.28) with regards to attitude of top management.  
 
Table 4.37: Scheffé test for regions on process of change 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.932 0.977 0.894 0.015 0.915 3.01 0.86 
S. Cape 
  0.997 1.000 0.602 0.999 3.21  
E. Cape 
   0.992 0.089 1.000 3.11  
KZN 
    0.638 0.997 3.23  
FS / N. Cape 
     0.111 3.36  
GP 
      2.14  
 
From Table 4.37 it is apparent that there is a large practical significance between the 
Western Cape region and the Free State/Northern Cape region in terms of process 
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for change (Cohen’s d = 0.86). The Free State/Northern Cape regions (m = 3.36) 
have a higher mean score than Kwa-Zulu Natal (m = 3.23). 
 
Table 4.38: Scheffé test for regions on trust in leadership 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.995 0.998 1.000 0.029 1.000 3.17 0.79 
S. Cape 
  0.971 1.000 0.467 0.992 3.30  
E. Cape 
   0.995 0.015 0.999 3.11 0.84 
KZN 
    0.319 0.999 3.24  
FS / N. Cape 
     
0.025 3.38 0.81 
GP 
      3.16  
 
Table 4.38 illustrates that  there is a significant difference between the Western 
Cape region and the Free State/Northern Cape regions in terms of trust in leadership 
(p = 0.029). The Free State/Northern Cape region (m = 3.38) has a higher mean 
score than the Western Cape region (3.17) which has a medium practical 
significance (Cohen’s d = 0.79).   
 
The Eastern Cape region and the Free State/Northern Cape regions demonstrate a 
large practical significance (Cohen’s d = 0.84), as the Free State/Northern Cape 
region (m = 3.38) has a higher mean score than the Eastern Cape region (m = 3.11).  
 
Further to this, the Free State/Northern Cape region demonstrates a large practical 
significance with Gauteng (Cohen’s d = 0.81). The Free State/Northern Cape region 
(m = 3.38) has a higher mean score than Gauteng (m = 3.16).  
 
The results obtained for the relevant race groups did not have representative 
samples, therefore an analysis was not feasible (D. Venter, personal communication, 
July 1, 2015). Table 4.39 below illustrates the results of the t-tests for gender 
differences. 
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Table 4.39: Results of the t-test for gender 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d F M F M 
Work engagement sub-constructs 
Absorption 3.63 3.67 0.52 338 0.606 196 144  
Dedication 3.70 3.80 1.13 338 0.260 196 144  
Vigour 3.36 3.59 3.21 338 0.001 196 144 0.35 
Process of change sub-constructs 
Quality of change 
communication 2.70 3.04 3.40 338 0.001 196 144 0.37 
Participation 2.74 3.06 4.07 338 0.0005 196 144 0.45 
Attitude of top management 3.29 3.57 2.76 338 0.006 196 144 0.30 
Support by supervisors 3.35 3.51 1.92 338 0.56 196 144  
Readiness to change sub-constructs 
Emotional readiness 3.44 3.52 0.98 338 0.327 196 144  
Cognitive readiness 3.34 3.47 1.85 338 0.065 196 144  
Intentional readiness 3.72 3.72 -0.11 338 0.911 196 144  
Construct totals 
Work engagement 3.56 3.68 1.91 338 0.057 196 144  
Process of change 3.02 3.30 3.52 338 0.0005 196 144 0.39 
Trust in leadership 3.17 3.26 1.05 338 0.296 196 144  
Readiness to change 3.56 3.57 1.06 338 0.292 196 144  
 
The p-value for vigour was 0.001, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for gender with regards to vigour. To 
determine the strength of the difference, the Cohen’s d was calculated which 
indicated a small practical significance of 0.35.  As can be seen in Table 4.39 above, 
male respondents have a slightly higher mean score for vigour than female 
respondents. 
 
From Table 4.38 it is illustrated that the p-value for quality of change communication 
(p = 0.001), participation (p = 0.0005) and attitude of top management (p = 0.006) 
are significant.  This indicates that there is a significant difference for gender on the 
sub-constructs of quality of change communication, participation and attitude of top 
management. The male respondents have slightly higher mean scores than the 
female respondents with regards to quality of change communication, participation 
and attitude of top management.  
 
Further to this, the p-value for process of change is 0.0005 which implies there is a 
significant difference for gender with regards to process of change. The Cohen’s d 
was calculated which indicated a small practical significance of 0.39. The mean 
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score for the male respondents are slightly higher than the mean score for females 
with regards to process of change.  
 
Table 4.40: Results of the t-test for language differences 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d Afr. Eng. Afr. Eng. 
Work engagement sub-constructs 
Absorption 3.68 3.66 0.24 303 0.811 116 189  
Dedication 3.91 3.65 3.03 303 0.003 116 189 0.36 
Vigour 3.53 3.42 1.50 303 0.134 116 189  
Process of change sub-constructs 
Quality of change 
communication 2.85 2.81 0.34 303 0.735 116 189  
Participation 2.88 2.84 0.47 303 0.641 116 189  
Attitude of top management 3.52 3.32 1.77 303 0.077 116 189  
Support by supervisors 3.50 3.39 1.22 303 0.222 116 189  
Readiness to change sub-constructs 
Emotional readiness 3.42 3.49 -0.84 303 0.399 116 189  
Cognitive readiness 3.39 3.36 0.51 303 0.608 116 189  
Intentional readiness 3.70 3.70 0.00 303 0.999 116 189  
Construct totals 
Work engagement 3.71 3.58 1.98 303 0.048 116 189 0.23 
Process of change 3.19 3.09 1.11 303 0.269 116 189  
Trust in leadership 3.33 3.14 2.02 303 0.045 116 189 0.24 
Readiness to change 3.50 3.51 -0.14 303 0.887 116 189  
 
Table 4.40 illustrates the results of the t-tests for language differences. An analysis 
on Xhosa/African languages was not feasible due to the fact that the sample is too 
small and different from the sample sizes for Afrikaans and English (D. Venter, 
personal communication, July 1, 2015).  Therefore, Table 4.40 only illustrates results 
for Afrikaans and English speaking respondents.  
 
The p-value for dedication was 0.003, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for language on the sub-construct of 
dedication. To determine the strength of the difference, the Cohen’s d was calculated 
which indicated a small practical significance of 0.36. As can be seen in Table 4.40, 
respondents who are Afrikaans speaking in the sample have a slightly higher mean 
score for dedication than respondents who are English speaking. 
 
Table 4.40 illustrates that the p-value for trust in leadership was 0.045, which is 
significant as p is less than 0.05. This indicates that there is a significant difference 
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for language on the construct trust in leadership. To determine the strength of the 
difference, the Cohen’s d was calculated which indicated a small practical 
significance of 0.24. As can be seen in Table 4.40, respondents who are Afrikaans 
speaking in the sample have a slightly higher mean score for trust in leadership than 
respondents who are English speaking. 
 
Further to this, the p-value for work engagement was 0.048, which is significant as p 
is less than 0.05. This indicates that there is a significant difference for language on 
the dimension of work engagement. To determine the strength of the difference, the 
Cohen’s d was calculated which indicated a small practical significance of 0.24. As 
can be seen in Table 4.40, respondents who are Afrikaans speaking in the sample 
have a higher mean score for work engagement than English speaking respondents. 
 
To summarise the above results, it was found that there are statistically and 
practically significant differences between some of the demographic groups on some 
of the constructs of this study and their respective sub-constructs. These findings 
relate to the hypotheses below.   
 
H1-1: There is a significant relationship between readiness to change and the 
demographic variables. 
 
As can be seen in the Tables within this section, the results do not point to a 
significant relationship between readiness to change and the demographic variables. 
For this reason, the researcher rejected this hypothesis.   
 
H1-1a: There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
 
This hypothesis was partially accepted, as Table 4.31 suggests that there is a small 
practically significant relationships between cognitive readiness to change and job 
category.  
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H1-2: There is a significant relationship between work engagement and the 
demographic variables. 
 
Work engagement has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance (Table 4.23). Table 4.40 indicates that 
there is a small significant relationship between work engagement and language. 
Further to this, Table 4.35 illustrates that there is a large significant relationship 
between work engagement regions. Based on these results, the researcher accepts 
this hypothesis.  
 
H1-2a: There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
 
Vigour and dedication has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance. A small significant relationship is also 
present in the relationship between vigour and gender as well as between language 
and dedication. Furthermore, a large significant relationship is present in the 
relationship between vigour and region, specifically between the Eastern Cape, Kwa-
Zulu Natal and the Free State/Northern Cape regions. Based on these results (Table 
4.24, 4.25, 4.34, 4.39, 4.40) the researcher accepts this hypothesis. 
 
H1-3: There is a significant relationship between process of change and the 
demographic variables. 
 
Process of change has a relationship with job categories and gender, whereby the 
Cohen’s d suggests a small practical significance.  A large significant relationship is 
also present between process of change and region, specifically between the Free 
State/Northern Cape region and the Western Cape region. Based on these results 
(Table 4.30, 4.37, 4.39) the researcher accepts this hypothesis. 
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H1-3a: There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables.  
 
Quality of change communication, participation and attitude of top management have 
relationships with job categories and gender, whereby the Cohen’s d suggests small 
to medium practical significance. A large significant relationship is present between 
attitude of top management and region, specifically between the Free State/Northern 
Cape regions and Western Cape, Southern Cape and the Eastern Cape regions. 
Based on these results (Table 4.27, 4.28, 4.29, 4.36, 4.39) the researcher accepts 
this hypothesis. 
 
H1-4: There is a significant relationship between trust in leadership and the 
demographic variables. 
 
There is a relationship between trust in leadership and region. Cohen’s d suggests a 
medium to large practical significance. A small significant relationship is present 
between trust in leadership and language. Based on these results (Table 4.33 and 
4.40) the researcher accepts this hypothesis.  
 
4.4  RELATIONSHIP BETWEEN THE CONSTRUCTS 
 
As mentioned earlier Pearson’s product-moment correlation coefficients were 
calculated to determine the relationships between all the constructs and the sub-
constructs in the present study. According Gravetter and Wallnau (2009) the 
correlations are statistically significant at 0.05 level for n = 340 if r ≥ 0.106. 
Correlations between variables are practically and statistically significant if r ≥ 0.300.
   
4.4.1  Readiness to change and work engagement  
    
Table 4.41 reflects the correlations between scores on readiness to change and 
work engagement constructs and their respective sub-constructs based on the 
results of Pearson’s product moment correlation calculation.  
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Table 4.41: Correlations between the constructs of readiness to change and work 
engagement 
 Absorption Dedication Vigour Work engagement 
Emotional Readiness .178 .281 .370 .329 
Cognitive readiness .069 .263 .260 .240 
Intentional readiness .428 .407 .461 .509 
Readiness to change .289 .397 .455 .452 
  
From Table 4.41 it is apparent that there is practically and statistically significant 
relationship between overall readiness to change and work engagement (r = 0.452).  
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs of work engagement, Table 4.41 indicates that there is a practically 
and statistically significant relationship between emotional readiness and vigour (r = 
0.370), intentional readiness and absorption (r = 0.428), intentional readiness and 
dedication (r = 0.407) as well as intentional readiness and vigour (r = 0.461). Table 
4.41 also indicates that cognitive readiness has a statistical relationship with 
dedication (r = 0.263) and vigour (r = 0.260). Absorption’s correlation with emotional 
readiness (r = 0.178) and cognitive readiness (r = 0.069) is relatively small.  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and work engagement scores, as well as their sub-
constructs. These findings relate to the hypotheses mentioned below.  
 
H1-5: There is a positive relationship between readiness to change and work 
engagement. 
 
Table 4.41 suggests that there is a practically and statistically significant relationship 
between readiness to change and work engagement. Based on these results this 
hypothesis was accepted.  
 
H1-5a:  There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs of work engagement.  
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs of work engagement, Table 4.41 indicates a practical and significant 
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relationship between emotional readiness and vigour, intentional readiness and 
absorption, dedication and vigour. Cognitive readiness has a statistical relationship 
with dedication and vigour. Absorption’s relationship with emotional readiness and 
cognitive readiness is relatively small, however, is still classified as statistically 
significant which leads the researcher to accept this hypothesis.  
  
4.4.2  Readiness to change and process of change 
 
Pearson’s product moment correlation was also used to determine if there were 
relationships between readiness to change and process of change. These results 
can be seen in Table 4.42. 
 
Table 4.42: Correlations between the constructs of readiness to change and process 
of change 
 
 
Emotional 
Readiness 
Cognitive 
readiness 
Intentional 
readiness 
Readiness 
to change 
Quality of change communication .320 .415 .217 .385 
Participation .299 .465 .267 .419 
Attitude of top management .359 .455 .336 .470 
Support by supervisors .285 .391 .197 .353 
Process of change .376 .508 .302 .482 
 
From Table 4.42, it is clear that there is a correlation of 0.482 between readiness to 
change and process of change, indicating a practically and statistically significance 
between the constructs.  Readiness to change displays practical and statistical 
significance with all the sub-constructs for process of change, namely quality of 
change communication (r = 0.385), participation (r = 0.419), attitude of top 
management (r = 0.470) and support by supervisors (r = 0.353). Process of change 
also displays practical and statistical significance with the sub-constructs for 
readiness to change.  
 
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs for process of change, Table 4.42  indicates that there is a practically 
and statistically significant relationship between quality of change communication 
and emotional readiness (r = 0.320) as well as cognitive readiness (r = 0.415), with a 
smaller correlation with intentional readiness (r = 0.217). Participation has a 
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practically and statistically significant relationship with cognitive readiness (r = 0.465) 
and a statistical relationship with emotional readiness and intentional readiness.  
Attitude of top management has a practically and statistically significant relationship 
with all the sub-constructs of readiness to change as the correlations indicate r ≥ 
0.300 (Gravetter & Wallnau, 2009). Support by supervisors has significant 
correlations with emotional readiness (r = 0.285) and cognitive readiness (r = 0.391) 
with lower correlations with intentional readiness (r = 0.197).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings related to the below mentioned hypotheses.  
 
H1-6: There is a positive relationship between readiness to change and process 
of change. 
 
Table 4.42 indicates that there is a practically and statistically significant relationship 
between readiness to change and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-6a: There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs for process of change. 
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs for process of change, Table 4.42 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of readiness to change and the 
sub-constructs for process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.3  Readiness to change and trust in leadership 
 
The results of the Pearson’s product moment correlation between readiness to 
change and trust in leadership can be found in Table 4.43 below. 
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Table 4.43: Correlations between the constructs of readiness to change and trust in 
leadership 
 
 
Emotional 
Readiness 
Cognitive 
Readiness 
Intentional 
Readiness 
Readiness 
to change 
Trust in leadership .340 .492 .311 .465 
 
The correlation coefficient calculated for readiness to change and trust in leadership 
is 0.465, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical correlations with emotional 
readiness (r = 0.340), cognitive readiness (r = 0.492) and intentional readiness (r = 
0.311). These findings relate to the hypothesis below.   
 
H1-7: There is a positive relationship between readiness to change and trust in 
leadership. 
 
The relationship between readiness to change and trust in leadership is practically 
and statistically significant as illustrated in Table 4.43. Therefore this hypothesis was 
accepted.  
 
H1-7a: There is a positive relationship between the sub-constructs of readiness 
to change and trust in leadership. 
 
Table 4.43 demonstrates practically and statistically significant relationships between 
the sub-constructs of readiness to change and trust in leadership. Based on these 
results this hypothesis was accepted.  
 
4.4.4  Process of change and work engagement 
 
The results of the Pearson’s product moment correlation between process of change 
and work engagement can be found in Table 4.44 below. 
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Table 4.44: Correlations between the constructs of process to change and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Quality of change communication .153 .366 .331 .342 
Participation .122 .365 .347 .336 
Attitude of top management .209 .414 .397 .408 
Support by supervisors .176 .304 .307 .314 
Process of change .196 .427 .408 .414 
 
From Table 4.44, it is clear that there is a correlation of r = 0.414 between work 
engagement and process of change, indicating a practical and statistical significance 
between the constructs. Table 4.44 illustrates that all the sub-constructs from 
process of change, display practically and statistically significant correlations with 
work engagement.  A noticeable result observed from Table 4.44 is that all the sub-
constructs from process of change possess lower correlations with absorption, 
however these correlations are still considered as statistically significant as r ≥ 0.106 
(Gravetter & Wallnau, 2009).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings relate to the hypothesis below. 
 
H1-8: There is a positive relationship between work engagement and process of 
change. 
 
Table 4.44 indicates that there is a practically and statistically significant relationship 
between work engagement and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-8a: There is a positive relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
 
Regarding relationships between the sub-constructs of work engagement and sub-
constructs for process of change, Table 4.44 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of work engagement and the 
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sub-constructs from process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.5  Work engagement and trust in leadership 
 
The results of the Pearson’s product moment correlation between trust in leadership 
and work engagement can be found in Table 4.45 below. 
 
Table 4.45: Correlations between the constructs of trust in leadership and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Trust in leadership .132 .384 .351 .350 
 
The correlation coefficient calculated for work engagement and trust in leadership is 
0.350, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical significance with dedication 
(r = 0.384), vigour (r = 0.351) and a lower significance, although still statistically 
significant, with absorption (r = 0.132). These findings relate to the below hypothesis.  
 
H1-9: There is a positive relationship between work engagement and trust in 
leadership. 
 
As illustrated in Table 4.45 the relationship between work engagement and trust in 
leadership is practically and statistically significant. Therefore, this hypothesis was 
accepted.  
 
H1-9a: There is a positive relationship between the sub-constructs of work 
engagement and trust in leadership. 
 
Regarding relationships between the sub-constructs of work engagement and trust in 
leadership, Table 4.45 illustrates either statistically significant relationships (r ≥ 
0.106) or practically and statistically significant relationships (r ≥ 0.300) between the 
sub-constructs of work engagement and trust in leadership. Based on these results 
this hypothesis was accepted. 
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4.4.6  Trust in leadership and process of change 
 
As can be seen in Table 4.46 the correlation coefficient calculated for process of 
change and trust in leadership is 0.743, which implies that there is a positive 
relationship between the constructs.   
 
Table 4.46: Correlations between the constructs of trust in leadership and process of 
change 
 
 
Trust in leadership 
Quality of change communication .586 
Participation .644 
Attitude of top management .632 
Support by supervisors .671 
Process of change .743 
 
Trust in leadership demonstrates practical and statistical significance with quality of 
change communication (r = 0.586), participation (r = 0.644), attitude of top 
management (r = 0.632) and support by supervisor (r = 0.671). These findings relate 
the below hypotheses.  
 
H1-10: There is a positive relationship between trust in leadership and process 
of change. 
 
Table 4.46 indicates that there is a practically and statistically significant relationship 
between trust in leadership and process of change. Therefore, this hypothesis was 
accepted.  
 
H1-10a There is a positive relationship between trust in leadership and the sub-
constructs of process of change. 
 
Table 4.46 demonstrates that there are practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of process of change and trust 
in leadership.  Therefore, this hypothesis was accepted.  
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4.5  STRUCTURAL EQUATION MODELLING ANALYSIS 
 
As discussed in Chapter 3, SEM is a very general statistical modelling technique, 
which is widely used in the behavioural science and can be viewed as a combination 
of factor analysis and regression analysis (Hox and Bechger, 1998).  In the current 
study SEM was utilised to evaluate the relationships among the set of variables used 
in the model proposed in this study. Based on the literature review and the 
questionnaire utilised, the researcher constructed a model which was tested by way 
of SEM.  
 
The metrics illustrated in Table 4.47 below are extracted from Schreiber et al. (2006), 
Hair et al. (2006) and D. Venter (personal communication, August 4, 2015). If the 
indices meet or exceed the metrics mentioned in Table 4.47, it will identify if there is 
an adequate data fit with the proposed model.  
 
Table 4.47: Results for SEM for proposed model (n=340) 
Indices for single fit models 
Recommended 
metrics 
Results 
Chi-square ≤ 3 1.74 
Bentler-Bonnet Normed Fit Index (NFI) ≥ .90 0.83 
Bentler Comparative Fit Index (CFI) ≥ .90 0.92 
Joreskog Adjusted GFI (AGFI) ≥ .95 0.76 
Root Mean Square Approximation (RMSEA) ≤ .08 0.047 
Akaike Information Criterion (AIC) < better 3448.443 
Brown-Crudeck Criterion (BCC) < better 3542.943 
 
For comparing models, lower scores for AIC and BCC is deemed more suitable 
(Shreiber et al., 2006; Hair et al., 2006; D. Venter, personal communication, July 1, 
2015). The RMSEA is 0.047 indicating a good model fit. The CFI was 0.92 indicating 
a conservative model fit. The Chi-square was 1.74 which is below 3.00 as 
recommended in Table 4.47. The AGFI was 0.76 which illustrates a mediocre model 
fit. NFI was 0.83 which is below the recommended 0.90 indicated in Table 4.47, 
which is not seen as a good fit.  
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Appendix D illustrates the full SEM diagram for the proposed model with 
abbreviations utilised within the AMOS package version 23 for the full SEM diagram.  
As mentioned earlier SEM was utilised to evaluate the relationships among the 
constructs and sub-constructs used in the model and hypothesised within the current 
study. The full SEM path diagram, as seen in Appendix D, depicts the relationships 
among the constructs, sub-constructs (presented as circles) and the items in the 
measurement model (presented as rectangles). Error terms (“disturbances” for latent 
variables) are included in the SEM diagram, represented by “e’s” for measured 
variables (Stoelting, 2002).  The error terms represent residual variances within 
variables not accounted for by pathways hypothesised in the model (Stoelting, 
2002).  The single headed arrows portray regression type relationships and double 
headed arrows portray covariances. The relationships between the constructs are 
discussed in the section below.  
 
4.5.3  SEM estimations 
 
The AMOS package utilised within the current study measured the estimated 
relationships between constructs in the proposed model. The purpose of the diagram 
below is to illustrate the relationships between the constructs.  
 
 
 
 
 
 
 
 
 
 
 
 
 
  * r = Covariance estimate 
** b = Standardised regression weight estimate 
 
Figure 4.1: SEM estimations (n=340)  
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The single headed blue arrows indicate dependency type relationship and the double 
headed blue arrows indicate a covariance. Figure 4.1 illustrates three dependency 
type relationships with readiness to change and three covariances among process of 
change, trust in leadership and work engagement. The regression weights and 
covariances are reported as estimates, because the AMOS programme estimates 
these values based on the sample data (D. Venter, personal communication, August 
4, 2015).  All the estimates illustrated in the Figure 4.1 are significant (p < 0.05) 
which implies causality due to the fact that SEM was utilised.  The weight of the 
regression of trust in leadership on readiness to change does not display 
significance. However, the latter does indicate a reportable result (D. Venter, 
personal communication, August 4, 2015). Whilst a larger sample will most likely 
confirm that the trust in leadership on readiness to change regression weight is 
actually significant, the sample size of the current study is viewed acceptable for 
exploratory purposes (Osborne & Costello, 2004; D. Venter, personal 
communication, August 8, 2015).  
As illustrated in Figure 4.1, the single-headed arrows suggest that process of change 
and work engagement significantly influence readiness to change (p < 0.0005). The 
dual-headed arrows suggest that process of change and work engagement is 
significantly correlated (p < 0.0005), suggesting that employees with high levels of 
work engagement will perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands. Figure 4.1 further illustrates 
that process of change and trust in leadership are significantly correlated (p < 
0.0005), suggesting that if trust in leadership exist, processes of change will be 
perceived more favourably. A correlation is also apparent between work engagement 
and trust in leadership (p < 0.0005), suggesting that work engagement could create 
enhanced trust in leadership and vice versa.  
The results from SEM imply that the data supports the hypotheses implied by the 
proposed model in that process of change and work engagement influence 
readiness to change. However, the relationship between trust in leadership and 
readiness to change is not statistically significant (p > 0.05). 
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4.6  SUMMARY OF THE HYPOTHESES TESTING 
Table 4.48 below illustrates the set alternative hypotheses for the current study and 
the results of each hypothesis.  
 
Table 4.48:  Summary of hypotheses 
Hypotheses Result 
H1-1   
There is a relationship between readiness to change 
and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores 
on the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
Accepted 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. Accepted 
H1-2a 
There is a significant relationship between the scores 
on the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub- Accepted 
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constructs of process of change. 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
4.7 CONCLUSION 
In conclusion this chapter summarised the main findings of the current research 
study. Descriptive statistics regarding the questionnaire items were discussed. The 
relationship between the demographic variable, constructs and sub-constructs were 
summarised. Further to this the relationships between the various constructs were 
discussed. The SEM results were also discussed to identify model fit with the data. 
Lastly, from the findings, the hypotheses were accepted or rejected. The next 
chapter will discuss the results in line with the relevant literature.  
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CHAPTER 5 
DISCUSSION OF RESULTS 
 
5.1  INTRODUCTION 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm. The previous 
chapter presented results obtained from the research questionnaire. The current 
chapter will discuss the results and relate the results to relevant theory discussed in 
the literature review. The researcher anticipates that the discussion within this 
chapter will provide more understanding and clarity regarding the results obtained. 
This chapter will also examine the research limitations of the current study as well as 
recommendations to the organisation and to researchers for future research.    
 
5.2  QUESTIONNAIRE RESULTS 
 
Inferential and descriptive statistics were utilised to analyse the results and to reject 
or accept the research hypotheses which were illustrated in the previous chapter. 
The results obtained from the questionnaire presented interesting findings and will 
be discussed in the sections below.  
 
5.2.1  Work engagement 
 
Respondents at the mid-tier accounting firm have high levels of work engagement. 
When employees are engaged they are able to deal with job demands more 
effectively. This implies that most of the respondents are energetic about their work, 
feel connected to their work, and are better able to deal with job demands. The 
success of a change initiative is when organisations maintain work engagement 
levels of employees during organisational change. It is important for change agents 
to consider work engagement as an integral part of the change process; that is, 
before, during and after change has taken place (Bhola, 2010).  Organisational 
changes that are a result of mergers, acquisitions, downsizing and restructuring 
leads to increased pressure on employees to work longer hours, take on greater 
responsibility and become more tolerable towards continuous change and ambiguity 
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(Burnes, 2005).  Therefore, it is essential to maintain work engagement levels of 
employees.  
 
The results from the present study further suggest that respondents have high levels 
of absorption. This implies that they are immersed in their work and find it difficult to 
detach from work to the extent that time passes by quickly. There are several 
researchers that view absorption as a profound involvement with an activity, so much 
so that little else seems to matter (Gonzalez-Roma et al., 2006;  Langelaan, Bakker, 
Schaufeli & Van Doornen, 2006). 
 
Further to this the respondents have high levels of dedication. This suggests that 
they are enthusiastic about their work and find it meaningful as well as challenging.  
According to Schaufeli and Bakker (2003) dedicated individuals identify with their 
work because they experience it as meaningful. The respondents within the mid-tier 
accounting firm also display high levels of vigour suggesting that they have high 
energy, passion and fortitude when working.  According to Schaufeli et al. (2002) 
vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence. 
 
5.2.2  Process of change 
 
This construct was measured by quality of change communication, participation, 
attitude of top management towards change and support by supervisors. Process 
factors of change interventions refer to the conditions facilitating or inhibiting success 
of change (Bouckenooghe et al., 2009). 
 
In terms of quality of change communication the results suggest that respondents 
perceive communication during a change process to be unclear and possibly 
irregular. Results revealed that departments are uniformed regarding change. 
Furthermore, respondents perceived two-way communication as unsatisfactory 
between departments and management teams during change processes. The 
participation sub-construct reveals many impartial responses suggesting that 
respondents possibly are not fully aware of any consultation during change or they 
are uncertain that their remarks are taken into account during a change process.   
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Respondents perceive that management has a positive vision for the future and that 
they are actively involved in the change process. In addition, respondents perceive 
that management pays attention to personal consequences that change initiatives 
could have on employees. Respondents furnished impartial results regarding 
whether managers coach employees during change, this could suggest that they are 
possibly unaware of managers coaching employees during change processes. 
Respondents also perceive that their managers do not have trouble adapting their 
leadership styles during change and will assist the employees in finding solutions to 
problems when the firm is undergoing change. 
 
The overall results from the process of change construct suggest that there is room 
for improvement when it comes to the processes of change within the mid-tier 
accounting firm. The latter is due to the fact that this construct indicated possible 
uncertainty with regards to processes around change implementation. 
 
5.2.3  Trust in leadership 
 
The results from this construct suggest that the mid-tier accounting firm will need to 
be more transparent with leadership activities surrounding change as results indicate 
that there is uncertainty surrounding certain leadership aspects, such as consistent 
implementation of policies or promises made during change.  Although there are a 
percentage of respondents who perceive that trust in leadership exists, the overall 
score from this construct indicates that there is also room for improvement when it 
comes to trust in leadership for the mid-tier accounting firm. It would possibly be 
easier for employees to go along an uncertain pathway of change when they trust 
their leaders who are guiding the change initiatives. 
 
Because change involves deviation and a certain amount of risk-taking, employees 
would most likely avoid change behaviours unless they operated in a situation in 
which they felt secure (Tierney, 1999). Therefore, trust in leadership during change 
processes is essential. In organisations where trust in top management exists, and 
where change projects have been implemented successfully in the past, 
organisational members are more likely to develop positive attitudes toward new 
changes (Bouckenooghe et al., 2009). 
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5.2.4  Readiness to change 
 
The results from the current study suggest that the respondents within the mid-tier 
accounting firm have high levels of readiness to change. This implies that they 
support and have positive attitudes towards change that occurs within the firm or 
their departments.  One of the basic reasons for the failure of change interventions is 
related to negative employee attitudes toward change (Clegg & Walsh, 2004).  
Readiness to change is the cognitive state that affects employee behaviours toward 
the change process as either resisting or supporting it (Armenakis et al., 1993).  
 
The results further indicate that the respondents have high levels of emotional 
readiness to change. This implies that the respondents within the mid-tier accounting 
firm have positive feelings about change processes, perceive change as refreshing 
and are willing to adapt to changes that occur in their workplace (Oreg, 2006).  
From the results it was also evident that the respondents have high levels of 
cognitive readiness to change. This implies that respondents perceive change 
positively and that change will improve and simplify their work (Oreg, 2006; 
Bouckenooghe et al., 2009).  Respondents within the mid-tier accounting firm also 
have high levels of intentional readiness which, according to Bouckenooghe et al. 
(2009), implies that they are willing to put energy into the change process. 
Emotional involvement, cognitive commitment and intention to change reflect three 
different manifestations of an individual’s evaluation of the change situation 
(McGuire, 1985). 
 
5.3  DIFFERENCES AMONGST DEMOGRAPHIC VARIABLES 
 
The results obtained from the questionnaire highlighted some differences amongst 
the demographic variables from the sample. These differences are highlighted by the 
mean scores of each construct and sub-construct. These constructs will be 
discussed separately in the section below.  
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5.3.1  Readiness to change 
 
The first set of hypotheses focused on determining the significant relationship 
between readiness to change, including the sub-constructs, and the demographic 
variables from the present study. Within the current study results did not indicate any 
significant relationship between readiness to change and the demographic variables. 
This contradicts findings presented by Hanpachern (1997) whereby it was indicated 
that there is a significant relationship between readiness to change and position 
within an organisation. However, the result from the present study concurs with 
Cunningham et al. (2002), and Weber and Weber (2001) in that readiness to change 
is not related to gender and age. 
 
The results did however identify a practical significance between job category and 
cognitive readiness which is one of the sub-constructs of readiness to change. 
Trainee accountants and top management have higher mean scores in terms of 
cognitive readiness than middle management and administrative staff. This suggests 
that trainee accountants and top management hold more positive beliefs and 
thoughts about changes that occur within the firm than middle management and 
administrative staff. These results could be due to the fact that trainee accountants 
are younger and more flexible and top management have greater control over 
change and are able to influence the changes that take place.  
 
Administrative staff are generally permanent employees that have been employed 
for longer periods of time than trainee accountants. Therefore, they might be less 
adaptable and in favour of change. To some extent middle management generally 
has to deal with staff who have less positive views about change and who struggle 
with adapting to it, which could ultimately affect middle management’s perceptions 
about change processes. The latter could possibly attribute to the fact that middle 
management have lower levels of readiness to change than top management and 
trainee accountants. 
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H1-1   
There is a significant relationship between readiness to 
change and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores on 
the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
accepted 
 
5.3.2  Work engagement 
 
Another set of research hypotheses from the current study was to determine whether 
there is a significant relationship between work engagement, including the sub-
constructs, and the demographic variables.  
 
The current study reveals that there is a significant difference between respondents 
aged 20–29 years and those aged 30–39 years in terms of absorption. There is a 
further significant difference between respondents aged 20-29 and those aged 50+ 
years in terms of absorption. This implies that the older respondents are more 
engrossed in their work and time passes by quicker for them when they work than it 
does for the younger respondents. This result concurs with a study conducted by 
Bezuidenhout and Cilliers (2011) which identified correlations between age and two 
of the work engagement sub-constructs, namely vigour and absorption.  
 
Further results from the present study reveal that older respondents are more 
engaged than younger respondents suggesting that older respondents feel more 
connected to their work and better able to cope with job demands. This could be 
because the older respondents generally have been at the firm for a longer period of 
time than the younger respondents and are also familiar with the firm’s job demands, 
policies and procedures. The latter result concurs with a study conducted by Jaupi 
and Llaci (2015) whereby they indicated that respondents aged 50-59 years 
displayed high levels of work engagement.  
 
The results from the current study revealed that there is a significant difference 
between the job categories of top management, administrative staff and trainee 
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accountants in terms of work engagement, with top management presenting higher 
mean scores than trainee accountants and administrative staff. These results 
suggest that top management have higher levels of work engagement than trainee 
accountants and administrative staff. This implies that top management are more 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands than trainee accountants and administrative staff.   
 
Trainee accountants seldom remain at a firm after articles due to the firm’s capacity 
and budget to employ them on as senior auditors. Therefore, trainee accountants will 
do what they need to during their articles in order to get by which attributes to the 
notion that they are less engaged than top management. Top management will 
generally gain more from being engaged as they will strive to invest more time and 
energy into the business, such as focussing on business development, which will 
ultimately lead to increased profit sharing. The latter result concurs with the result 
implying that older respondents are more engaged than younger respondents. 
Trainee accountants are generally younger than top management within an 
accounting firm as trainee accountants typically start their articles directly after 
completing their studies at university.  
 
The mean score for administrative staff indicate high levels of work engagement, 
however, their engagement levels are significantly lower than top management. This 
could be because administrative staff are generally a support function and not fee 
producing staff members.  Therefore, administrative staff will most likely be able to 
detach themselves easier from their work than top management as they are not in 
charge of how the business operates and are merely a support function.  
 
The results from the present study reveal a significant difference for gender with 
regards to vigour. Male respondents indicated higher levels of vigour than female 
respondents. This suggests that male respondents have higher levels of energy and 
mental resilience while working than female respondents. The latter result 
contradicts findings presented by Schaufeli et al. (2006) where it was identified that 
women had higher vigour scores than men.  
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Further results reveal that male respondents display higher levels of work 
engagement than female respondents. This implies that male respondents are better 
able to cope with job demands and feel more connected and energetic about their 
work. The latter result concurs with Banihani, Lewis, and Syed (2013) in that it is 
easier for men to demonstrate work engagement than for women.  
 
The results from the present study identify that Afrikaans speaking respondents have 
higher levels of work engagement than the English speaking respondents which 
implies that Afrikaans speaking respondents feel more connected to their work and 
better able to cope with job demands. The latter result is in conjunction with a study 
conducted by Bell and Barkhuizen (2011) where it was revealed that employees with 
Afrikaans as their home language reported higher levels of vigour, dedication and 
absorption than did employees with English as their home language.  
 
A significant difference is evident between Afrikaans and English speaking 
respondents in terms of dedication. Afrikaans speaking respondents have a slightly 
higher mean score for dedication than respondents who are English speaking. This 
suggests that Afrikaans speaking respondents identify more with their work and 
experience their work as more meaningful than English speaking respondents.  
 
The results from the study reveal that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region in terms of work 
engagement.  The respondents from the Free State/Northern Cape region have a 
much higher mean score than respondents from Kwa-Zulu Natal in terms of work 
engagement. This implies that respondents from the Free State/Northern Cape 
region have more energy when working, are better connected to their work and are 
better able to cope with job demands. As mentioned before, the offices within the 
Free State/Northern Cape region are much smaller than the other offices included 
within this study. Therefore, the working environment could possibly be different in a 
smaller office than a bigger office in terms of work pressure, individual work load, 
channels of communication, type of clients and amount of clients that need to be 
attended to. In a smaller office some employees would deal directly with clients, 
whereby in a larger office top management generally deal with the clients. Therefore, 
employees in smaller offices would generally feel more connected to their work.  
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Further to this, significant differences between respondents from the Eastern Cape 
region and Free State/Northern Cape region in terms of vigour were highlighted. The 
respondents from the Free State/Northern Cape region have a much higher mean 
score than respondents from the Eastern Cape region in terms of vigour. This 
implies that respondents from the Free State/Northern Cape region have higher 
levels of energy and mental resilience while working than respondents from the 
Eastern Cape region. The staff headcount within the Free State/Northern Cape 
region is much smaller than the staff headcount in the other regions which could 
attribute to this result.  
 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. 
Accepted 
H1-2a 
There is a significant relationship between the scores on 
the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
 
5.3.3  Process of change 
 
The results from the current study indicate that there is a practically significant 
relationship between job category and the process of change construct and sub-
constructs namely participation, quality of change communication and attitude of top 
management.  
 
The results illustrate that there is a significant difference between trainee 
accountants, middle management and administrative respondents in terms of quality 
of change communication. Trainee accountants have a higher mean score than 
middle management and administrative staff for this sub-construct. This suggests 
that trainee accountants perceive the quality of change communication to be more 
satisfactory than middle management and administrative staff. Trainee accountants 
are generally on fixed-term employment contracts due to their articles. Therefore, 
they may not be as concerned about the changes because it might not affect them 
for a long period of time. Administrative staff and middle management require more 
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communication regarding change processes and implementation than trainee 
accountants. Administrative staff and middle management are generally permanent 
employees and would be more affected by change within the firm, therefore they 
would prefer clearer and sufficient communication regarding changes within the firm.  
 
The results further indicate that there is a significant difference between the job 
categories of top management and administrative respondents in terms of the sub-
construct of participation. Top management have a higher mean score than 
administrative respondents. This suggests that top management are more aware of 
decisions taken during change. They are more involved in consultation regarding 
change and in general top management are more involved in aspects regarding 
organisational change projects. Within the mid-tier accounting firm under scrutiny top 
management are the key drivers of change implementation.  
 
There is a significant difference between the job categories of trainee accountant 
and administrative respondents in terms of attitude of top management. Trainee 
accountants have a slightly higher mean score than administrative staff for attitude of 
top management, suggesting that they perceive the attitude of top management 
during change processes more satisfactorily than administrative respondents.  
 
The current study’s results reveal that there is a significant difference between 
trainee accountants and administrative respondents in terms of process of change. 
Trainee accountants present a higher mean score for process of change than 
administration respondents suggesting that trainee accountants are more satisfied 
with the change processes than administrative respondents. This could, once again, 
be attributed to the fact that trainee accountants are on fixed-term employment 
contracts and are not that concerned about the attitude of top management during 
change. Whereas administrative staff would generally be more aware and concerned  
about the attitude of top management during change.  
 
The results from the current study present that the Free State/Northern Cape region 
and Western Cape region illustrate a significant difference in terms of the process of 
change construct with the Free State/Northern Cape region presenting a higher 
mean score. This suggests that the Free State/Northern Cape region is more 
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satisfied with the change processes than the Western Cape region.  The latter 
results could be because the Free State/Northern Cape region has smaller offices 
and generally communication regarding change would filter through departments 
easily. Further to this, the results indicate that there is a significant difference 
between the Free State/Northern Cape, Western Cape, Eastern Cape and Gauteng 
regions with regards to attitude of top management. The Free State/Northern Cape 
region has a relatively higher mean score than the Western Cape, Eastern Cape and 
Gauteng regions with regards to attitude for top management. This suggests that the 
Free State/Northern Cape region perceives the attitude of top management during 
change processes more positively than the other regions. As mentioned earlier, the 
latter result could be attributed to the fact that the Free State/Northern Cape region 
has smaller offices. Thus, employees are better able to comprehend and experience 
the top managements’ positive vision for the future and how they support the change 
processes unconditionally.  
 
In a study conducted by Harp (2011) it was found that there were no statistically 
significant differences between males and females in their overall assessment of 
effective change communication. The latter contradicts the current study’s results 
whereby a significant difference was identified for gender on the sub-constructs of 
quality of change communication, participation and attitude of top management. The 
male respondents have slightly higher mean scores than the female respondents 
with regards to quality of change communication, participation and attitude of top 
management. This implies that male respondents perceive quality of change 
communication, participation during change processes and the attitude of top 
management to be more satisfactory than female respondents.  
 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. 
Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
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5.3.4  Trust in leadership 
 
The results indicate that there is a significant difference between the Free 
State/Northern Cape, Western Cape, Eastern Cape and Gauteng regions concerning 
the trust in leadership construct. The Free State/Northern Cape region has a 
relatively higher mean score than the Western Cape, Eastern Cape and Gauteng 
regions concerning this construct. This suggests that the respondents from the Free 
State/Northern Cape region have more trust in leadership with regards to change 
projects. The latter results could once again attribute to the size of the offices within 
this region.  Respondents within these offices are more likely to see that the leaders 
are consistent with policy implementations as there is less distance between top 
management and employees thereby enhancing the trust relationship. In 
organisations where trust in top management exists, and where change projects 
have been implemented successfully in the past, organisational members are more 
likely to develop positive attitudes toward new changes (Bouckenooghe et al., 2009). 
 
Furthermore, the results indicate that there is a significant difference for language on 
the trust in leadership construct. Respondents who are Afrikaans speaking in the 
sample have a higher mean score for trust in leadership than respondents who are 
English speaking. This implies that Afrikaans speaking respondents have more trust 
in leadership than English speaking respondents.  
 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
 
 
5.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS 
 
The relationships between the constructs were measured by examining the results 
from the Pearson Product moment correlations. To further examine these 
relationships, the proposed model was also tested by way of SEM.  
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5.4.1  Readiness to change and work engagement 
 
The current study found that there is a relationship between readiness to change and 
work engagement. The latter concurs with studies conducted by Mangundjaya 
(2012), Prasad (2014) and Hung et al. (2013) where it was revealed that work 
engagement is positively related with readiness to change. This suggests that 
employees who support change are generally energetic about their work, feel 
connected to their work, and are better able to deal with job demands. 
 
The results from the current study further identified that there is a practically and 
statistically significant relationship between emotional readiness and vigour which 
implies that employees who perceive change positively and as refreshing, are 
generally more energetic at work and mentally resilient. The results further identify 
practical and statistical relationships between intentional readiness and all the sub-
constructs of work engagement. The latter implies that respondents who contribute 
and devote themselves to a change process generally feel enthusiastic about their 
work, proud of the work they do and are immersed in their work so much so that time 
passes by quickly.  
 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
 
5.4.2  Readiness to change and process of change 
 
The current study found that there is a significant relationship between readiness to 
change and process of change. This suggests that when change is not resisted but 
supported, generally employees will perceive change processes positively within the 
organisation.    
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Results from the current study also reveal a relationship between quality of change 
communication and all sub-constructs of readiness to change. This suggests that 
change communication will generally assist with overall support for change.  
According to Ranta (2011) change communication was found to be an important 
factor in facilitating readiness to change. Ranta (2011) explains that this finding has 
practical significance in that communication should be considered critical in 
facilitating readiness to change. In a study conducted by McKay, Kuntz and Näswall 
(2013) it was indicated that the perceived adequacy of change related 
communication was associated with participants’ readiness to change. 
 
The current study reveals that there is a relationship between participation and 
cognitive readiness, suggesting that involving and consulting with employees during 
change will generally improve employees’ perceptions about change processes.  
Jimmieson et al. (2008) specified that participation in change implementation 
processes has been commended for its positive impact on change readiness and 
potential to decrease resistance.  
 
The results from the present study indicate that there is a relationship between 
attitude of top management and support by supervisors with all the sub-constructs of 
readiness to change. The latter implies that the attitude of top management and 
support by supervisors during change processes and implementation will assist in 
creating overall support for change amongst employees within the organisation.  This 
result concurs with the outcomes of a study conducted by Brummelhuis (2012) 
whereby it was noted that leadership and quality of communication are positively 
related to readiness to change.  
 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of process of change. 
Accepted 
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5.4.3  Readiness to change and trust in leadership 
 
The results from the study indicate that there is a significant relationship between 
readiness to change and trust in leadership. This suggests that employees who 
support change will generally have trust in leadership during organisational change. 
This outcome is similar to findings from a study conducted by Zayin (2010) indicating 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  Further to this, Myungweon (2011) mentioned that certain aspects of 
leadership, such as employees’ trust in executive management, effective leadership 
practices, and the quality of employee and manager relationships, also influence 
readiness to change. 
 
The results from the current study also reveal that there is a relationship between the 
sub-constructs of readiness to change and trust in leadership. This suggests that 
when employees are prepared to put their energy into the change process, hold 
positive beliefs about change and find change refreshing, will generally have trust in 
leadership during organisational change.  
 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
 
5.4.4  Work engagement and process of change 
 
The results from the current study revealed that there is a clear correlation between 
work engagement and process of change.  This implies that respondents who are 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands, will generally perceive processes of change in a positive 
light.   
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Further to this, all the sub-constructs from work engagement display practical and 
statistical significant correlations with process of change and sub-constructs of work 
engagement. This suggests that when respondents are immersed in their work, 
enthusiastic about their work, find their work meaningful and challenging as well as  
have passion and fortitude when working, they will generally perceive the quality of 
change communication, participation in decision making, attitude of top management 
and support by supervisors during change initiatives as positive aspects during 
change implementation.  According to a research paper presented by Change First 
(2013) one of the major influencing factors in work engagement is the degree to 
which people see the organisation successfully implementing change i.e. the 
processes of change.  
 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
 
 
5.4.5  Work engagement and trust in leadership 
 
The results from the present study present a significant relationship between work 
engagement and trust in leadership, suggesting that when employees trust 
leadership they generally are more engaged. The latter results concur with results 
presented by Engelbrecht, Heine and Mahembe (2014) indicating that there is a 
positive relationship between trust in leadership and work engagement. Further to 
this, Bargagliotti (2011) concluded that trust in leadership is an antecedent of work 
engagement. Hassan and Ahamed (2011) indicated that the relationship between 
trust and work engagement is mutually reinforcing and leads to an upward spiral 
effect. According to Dirks and Ferrin (2002) an increase in trust is a direct or indirect 
result of positive workplace behaviours and attitudes like organisational commitment 
and employees’ work engagement.  
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The current study further indicates that trust in leadership demonstrates significant 
correlations with dedication, vigour and absorption. This suggests that when 
employees trust leadership they typically will be more enthusiastic and immersed in 
their work, find their work meaningful and challenging as well as have passion and 
fortitude when working. 
 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
 
5.4.6  Process of change and trust in leadership 
 
According to the current study trust in leadership is significantly related to process of 
change and its sub-constructs, namely quality of change communication, 
participation, attitude of top management and support by supervisor. When trust in 
leadership exists the processes of change will be received more positively. 
Employees who perceive processes of change positively are usually those who have 
trust in leadership. Good processes of change implementation could also improve 
trust in leadership. The researcher could not ascertain any results from previous 
studies to support these findings. 
 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
5.4.7  SEM findings 
 
To support the findings from Pearson Product moment correlations the proposed 
model was tested by way of SEM.  
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The SEM results illustrate that work engagement and process of change influences 
readiness to change. This suggests that employees who are engaged in their work 
will be less resistant towards change; thus improving work engagement levels of 
employees will lead to them supporting change initiatives. Furthermore, adequate 
change processes will contribute in generating support for change processes 
amongst employees thereby reducing resistance to change.  
 
The SEM results further reveal that process of change and work engagement are 
significantly correlated, suggesting that employees with high levels of work 
engagement will generally perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands.  
 
Process of change and trust in leadership are also significantly correlated as 
indicated from the SEM results. As mentioned before, this suggests that when 
processes of change are perceived positively employees will generally have trust in 
leadership. Further to this, when there is trust in leadership employees will generally 
perceive the change processes more positively.  
 
The SEM results further reveal that there is a significant correlation between work 
engagement and trust in leadership which implies that work engagement will 
generally enhance trust in leadership and vice versa.  
 
5.5  LIMITATIONS 
 
To ensure that all perspectives of the research are examined it is essential to 
discuss any possible limitations surrounding the study. The researcher was mindful 
of the potential limitations with regards to utilising the measuring instrument. The 
combined scale length and time taken to complete the questionnaire could possibly 
have influenced the response rate and this was discussed in Chapter 3 (section 3.3).  
 
Further to this, the measuring instrument was not administered before the changes 
were implemented, as recommended by Bouckenooghe et al. (2009). The instrument 
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was only administered during change implementation. Therefore, the researcher was 
not able to compare the respondents’ readiness to change and work engagement 
before and after the changes have taken place within the current study.  
 
The response rate for this study was lower than anticipated. Although the responses 
received where good enough to produce adequate results for the current study, a 
larger response rate would increase generalisability of the finding.  Further to this, 
due to a low response rate, there was not a representative sample for all the relevant 
race groups therefore analysis was not feasible.  
 
The researcher was aware of any systematic and random errors that could have 
influenced the results. Therefore, a limitation for the current study was that 
respondents work in a time and fee driven work environment. Consequently, time 
constraints and work pressure could potentially have influenced the response rates. 
An advantage of utilising an electronic questionnaire is that the respondents could 
have completed the questionnaire at home or in their own time.  
 
Trust in leadership was only measured by three items as referred to in the research 
methodology. The researcher was aware that this could possibly influence the 
results for this construct. However, the results from this construct were still 
considered to be valuable and introduced an area for improvement in potential future 
research.  
 
An awareness of the limitations from the current study could potentially assist any 
future research on this topic to design their own study with the current limitations in 
mind. Despite the limitations, the results still demonstrated the relationships between 
readiness to change and work engagement. 
 
5.6  RECOMMENDATIONS FOR THE MID-TIER ACCOUNTING FIRM 
 
Based on the results of the current study, a number of recommendations are 
presented for the mid-tier accounting firm.  
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The results indicate that there are high levels of work engagement and readiness to 
change. Further to this, the results indicate that there is a relationship between work 
engagement and readiness to change. Therefore, a recommendation for the mid-tier 
accounting firm is to nurture the existing work engagement of the employees. There 
are various initiatives that could be implemented to nurture work engagement. 
However, based on the context of this study work engagement could be nurtured by 
way of quality change communication, enhancing trust in leadership, focusing on 
participation of employees around change initiatives to generate buy-in and ensuring 
that top management have positive attitudes about change initiatives and processes.  
Being a part of changes that constantly fail or are only partially implemented, 
demotivates employees and drains their energy, focus and excitement for new 
changes (Change First, 2013).  
Further to this, where the results indicated differences amongst demographic 
variables with regards to work engagement, readiness to change, process of change 
and trust in leadership, focus groups can be organised to determine why the 
differences exist.  
Another recommendation for the mid-tier accounting firm is to encourage readiness 
to change even though the results present high levels of such readiness. Readiness 
to change can be created by working through the steps for creating readiness and 
change implementation as discussed in Chapter 3 (Table 2.4).  
The results from this study also reveal that there is room for improvement when it 
comes to the processes of change. It is important for the mid-tier accounting firm to 
focus on the human element of change as this is crucial to the successful 
implementation thereof. The latter is an aspect generally overlooked. The ability to 
openly voice concerns and share ideas and information will result in the crucial 
understanding of, and commitment to change (Bovey & Hede, 2001).  The results 
also revealed that the mid-tier accounting firm will need to be more transparent with 
leadership activities surrounding change as the results indicate that there is 
uncertainty surrounding some leadership aspects, such as consistent 
implementation of policies or promises made during change. Transparency can be 
increased by open and honest communication.  
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The mid-tier accounting firm, with the help of the Human Resources Department, 
needs to explain past failures fully and align procedures and policies appropriately 
before initiating new change initiatives. The mid-tier accounting firm can foster 
perceptions of support, participation, and trust among employees by encouraging 
open and honest communication. 
 
5.7  RECOMMENDATIONS FOR FUTURE RESEARCH 
 
It would be advisable to further scrutinise the concept of trust in leadership as a lack 
of trust in leadership can be a consequence of ineffective communication within an 
organisation (Lamm, Gordon, & Purser, 2010).  This can be done by incorporating a 
larger trust scale into the present study’s questionnaire. Alternatively, trust in 
leadership could be measured as a separate construct.  
 
Within the current study the measuring instrument was not administered before 
change, therefore the researcher was not able to compare the respondents 
readiness to change and work engagement before and after the changes had taken 
place. Another recommendation for future research would be to administer the 
research questionnaire utilised within the present study before and after a change 
initiative takes place, so as to determine if the change process influenced work 
engagement or to assess the employees’ level of readiness to change.  
 
The SEM results indicated a mediocre model fit with the data, therefore it would be 
beneficial to attempt on improving the model fit.   Potentially testing this model with 
other samples and in other industries may be beneficial. 
 
The present study did not measure the tenure of the respondents. The results from 
the present study reveal that there were significant differences between trainee 
accountants and the other job categories in terms of levels of work engagement, 
readiness to change and process of change. Trainee accountants are normally on 
fixed-term employment contracts and have not been employed within the mid-tier 
accounting firm as long as the other respondents. This could possibly be one of the 
reasons why there are differences amongst these job categories. Therefore, it would 
154 
 
be beneficial to measure the tenure of the respondents when determining the 
relationship between readiness to change and work engagement within an 
accounting firm. 
 
5.8  CONCLUSION AND CONTRIBUTION OF THE CURRENT STUDY 
 
The primary aim of this study was to contribute to the body of knowledge on 
readiness to change and work engagement. This was achieved by investigating the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. As far as it could be ascertained these two constructs have not been 
included in a single study in South Africa, as yet. The contribution of this study is that 
it has provided new insights into the relationships between readiness to change and 
work engagement in a South African context.  
 
By understanding the relationships between readiness to change and work 
engagement the mid-tier accounting firm will receive valuable information on how the 
integration/change processes impacted the employees and top management within 
the firm and how to approach future integration/change procedures.  From the 
results of the study it was implied that high levels of work engagement will generate 
high levels of readiness to change. Engaged employees are better able to cope with 
job demands during change processes which ultimately will impact whether change 
implementation is successful.  
Further to this, the secondary objectives of the study were to confirm any possible 
relationships between the demographic variables and constructs within the study. 
These objectives were also achieved. As this study was conducted within an 
accounting firm, a further contribution of the study could be that the research can be 
conducted in other accounting firms undergoing a change process – as the results 
from this study highlighted the importance of work engagement, process of change 
and readiness to change.  In conclusion, an employee’s work engagement and an 
organisation’s processes of change, such as quality of change communication, 
participation during change, attitude of top management towards change, support by 
supervisors and trust in leadership, influences the employees’ readiness to change. 
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Therefore, the latter elements are crucial for successful change implementation 
within an organisation.   
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APPENDIX A 
 
ATTENTION:  Partners and Human Resources 
 
PhD (Industrial Psychology) research consent 
 
Topic:  
 
The relationship between readiness to change and work engagement within a Mid-
Tier Accounting firm undergoing change processes within South Africa.  
 
Motivation for conducting this study:  
 
• Factors such as globalisation, reduced technology cycles, shifting 
demographics, changing customer demands and worker expectations, 
international economic trends and international competition are some of the 
generic forces driving change in South African organisations. 
• For a change process to be implemented successfully there needs to be a 
level of readiness to change. When readiness to change exists, the 
organisation is primed to embrace change and resistance is reduced. 
• The motivation for this study is based on the notions that organisations need 
to determine the change readiness of its members before embarking on 
change processes as this could lead to the success or failure of planned 
change. 
• This study wishes to explore the relationship between change readiness and 
work engagement during a change process within an organisation.  
• All dimensions of work engagement will influence readiness to change.  
• Work engagement is viewed as a workplace approach designed to ensure 
that employees are committed to the organisation’s goals and values, 
motivated to contribute to organisational success and at the same time to 
enhance their own sense of well-being. 
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• Work engagement is the degree to which people commit to an organisation 
and the impact that commitment has on how profoundly they perform and 
their length of tenure. 
• It is believed that the higher the work engagement, the higher the readiness to 
change will be. 
 
What value will the Firm receive from this research? 
1. It will reveal the employees’ readiness to change they have / had during the 
integration processes.  
2. It will identify how to approach change implementation in the future.  
3. It will identify the employees’ level of work engagement. This will assist with 
research that National HR wanted to undertake with regards to the employee 
engagement project.  
4. It will reveal how employees at different levels in the organisation perceived / 
perceive the changes.  
5. It will reveal various change models within the literature which can be used for 
future change implementation.  
6. It will identify the level of trust employees have in top management. 
7. It will reveal if there were communication problems within the process, which 
we can use to improve future change implementation strategies.  
8. It will identify if current process used for change implementation had an effect 
on readiness to change.  
9. It will identify if there is any resistance towards change. 
10. The above results will be “quick-wins”. The study will reveal more information 
that will be valuable to this firm once the results are examined in detail.  
 
How will the research be conducted? 
 
• It will be an electronic questionnaire / online survey.  
• The survey will be constructed by combining two existing questionnaires that 
measure readiness to change and work engagement.  
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• Biographical items will also be inserted into the survey, ensuring the 
anonymity of the respondents. 
• The survey will be voluntary; however with the help of HR, participation will be 
encouraged.  
• The survey will be open for a week in March.  
• Statisticians will help with the de-coding of the information.  
• The survey will be easy to complete.  
 
Costs: 
 
• There will be no costs for the firm. The costs will be covered on a personal 
capacity.  
 
What are the ethical considerations? 
 
• The survey will be anonymous and voluntary. 
• Once completed and accepted by NMMU the thesis will be made available to 
the public.  
• There will be no usage of the company’s name throughout the research study. 
No specific company information will be disclosed, just surface level general 
discussion about the various integration processes.  
• The researcher will refer to the company through-out the study as a Mid-Tier 
Accounting Firm within South Africa.  
• For peace of mind, a willing Partner or HR representative from the firm, can 
review the outcomes before it is sent off for final editing. 
 
Progress to date: 
 
• 2013 – started working on proposal. 
• 2014 - The proposal has been accepted by NMMU. The research committee 
at NMMU commended the research approach and proposal.  This does not 
happen often.  
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• 2015 – Literature study started and the researcher intends to start the field 
work soon. 
 
Theory in support of motivation for this study: 
 
• Readiness for change is conceived as a multifaceted concept that comprises 
of the following dimensions: 
o Emotional dimension; refers to the affective reactions toward change. 
o Cognitive dimension; refers to the beliefs and thoughts people hold 
about change. 
o Intentional dimension; refers to the extent to which employees are 
prepared to put their energy into the change process. 
 
• To broaden understanding of readiness to change, it is essential to look at 
climate dimensions and process factors of change.  
 
o Climate of change: is seen as an employee’s perceptions of which 
organisational change initiatives in an organisation are expected, 
supported, and rewarded. It is an important component for shaping 
employees attitudes towards change. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a 
positive attitude towards change Under this component you will focus 
on: 
 Trust in Leadership: In organisations where trust in top 
management exists, and where change projects have been 
implemented successfully in the past, organisational members 
are more likely to develop positive attitudes toward new changes 
 
o Process Dimensions: Process dimensions will look at the following 
elements that will contribute to positive outcomes of an organisations 
change efforts: 
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 Models of change: they will provide more theoretical 
knowledge on different ways for change implementation.  
 Process factors: process factors of change interventions refer 
to the conditions facilitating or inhibiting success of change such 
as participation, support by supervisors, communication and 
attitude of top management towards change.  
 
Proposed Model to be utilised:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
• Climate of change, process of change, cognitive-, emotional- and intentional 
readiness are all dimensions that will measure readiness to change.  
• Work engagement also consists of elements that will measure the level of 
work engagement.  
• This research study also wishes to explore the relationship between readiness 
to change and work engagement.  
• This will add a lot of value to the firm as mentioned earlier.  
 
 
Emotional 
Readiness 
Readiness to  
Change 
Cognitive 
Readiness 
Intentional 
Readiness 
Trust in 
Leadership 
Process 
of change 
Work 
Engagement 
Participation 
Support by 
Supervisor 
Attitude of 
Top 
management 
Vigour Dedication Absorption 
Quality of 
change 
communication 
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I hope this proposal has highlighted the value this study can possibly bring to our 
firm.  
 
Thanking you in advance,  
 
 
Megan Matthysen 
Senior Human Resources Officer 
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APPENDIX B 
 
Dear Participant, 
 
I would like to invite you to participate in a research study regarding the ongoing 
integration processes within the firm. The information from the study will possibly 
deteremine the relationship between readiness to change and work engagement 
within the firm. Results obtained from this study will be very valuable for future 
integration projects and the well-being of employees within the firm.  
 
I humbly request that you complete the electronic questionnaire, in order to gather 
data for the study. Participation is voluntary, but your assistance will be greatly 
appreciated and will be valuable to this research. Participants will remain anonymous 
and may withdraw at any stage without penalty. All data obtained will be treated in a 
strictly confidential manner and will only be used for the purposes of the research. 
 
Should you wish to participate, please click on the following link: 
http://forms.nmmu.ac.za/websurvey/q.asp?sid=1405&k=llueugysdb  
 
When electing to participate in completing the electronic questionnaire, it will be 
regarded as implied consent.  
 
Any queries regarding the survey can be directed to Megan Matthysen at   
megan.matthysen@gmail.com   
 
Thanking you in advance,  
 
 
 
Megan Matthysen 
Senior Human Resources Officer 
 
Tel:  041 501 9756 
 
Supervisor: Dr Chantel Harris 
Tel: 041 504 2124 
 
NMMU ethics clearance number: H-15-BES-IOP-003     
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APPENDIX D 
Abbreviation as per model Meaning of abbreviation 
Readiness for change 
RFC Readiness for change 
RFC Emo Emotional readiness 
RFC Cog Cognitive readiness 
RFC Int Intentional readiness 
Work engagement 
WE absorption Absorption 
WE dedication Dedication 
WE vigour Vigour 
Process of change 
POC QCC Quality of change communication 
POC PAR Participation 
POC ATC Attitude of top management 
POC SBS Support by supervisor 
Trust in leadership 
TLE Trust in leadership 
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ABSTRACT 
 
Readiness to change is a critical element for the successful implementation of 
organisational change (Weiner, 2009). Work engagement is an important driver for 
organisational success (Lockwood, 2007) and it is important that organisations 
sustain work engagement during organisational changes. Readiness to change and 
work engagement are both important aspects of a successful organisation. The 
purpose of this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm in South Africa.  
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). The measuring 
instrument utilised demonstrated adequate reliability. By utilising the OCQ-C,P,R two 
additional constructs were incorporated into the study namely process of change and 
trust in leadership. The measuring instrument was sent electronically to all the staff 
members within the mid-tier accounting firm across South Africa. The researcher 
obtained a sample of n = 340. A model was constructed based on the measuring 
instrument to illustrate the hypothesised relationships between the constructs. 
Results from confirmatory factor analysis suggested that there was a good model fit 
with the data. Both descriptive and inferential statistics techniques were used for the 
data analysis.  
 
The relationships between the constructs were tested through structure equation 
modelling and Pearson’s product-moment correlation coefficients. The results of the 
study indicated that there is a practical and statistically significant relationship 
between readiness to change and work engagement. The results of the study 
implied that high levels of work engagement will generate high levels of readiness to 
change. Engaged employees are better able to cope with job demands during 
change processes which ultimately will impact whether change implementation is 
successful. Readiness to change and work engagement also indicated significant 
correlations with process of change and trust in leadership. Demographic groups had 
v 
 
significant differences in the mean scores for work engagement, process of change 
and trust in leadership.   
 
Keywords: Readiness to change, Work engagement, Trust in leadership, Process of 
change. 
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CHAPTER 1 
INTRODUCTION 
 
1.1  INTRODUCTION 
 
“Change in organisations has become synonymous with standard business practices 
and long-term organisational ends should be reformulated on a regular basis” 
(Appelbaum, St-Pierre & Glavas, 1998, p.289). 
 
Factors such as globalisation, reduced technology cycles, shifting demographics, 
changing customer demands and worker expectations, international economic trends 
and international competition are some of the generic forces driving change within 
South African organisations (Swanepoel, Erasmus, Van Wyk, & Schenk, 2003). 
Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without this balance, 
organisations can risk having anxious and resistant employees that may yield to 
diminishing productivity which untimely will affect the bottom line.   
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe, De Vos 
& van den Broeck, 2009). Because the future is often uncertain in terms of change, 
employees are not motivated to change unless there are compelling reasons to do 
so.  Bouckenooghe et al. (2009) explain that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness exists, the 
organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Armenakis, 
Harris and Mossholder (1993) mentioned that when organisational members are not 
ready for the change they may initiate negative reactions such as sabotage, 
absenteeism, and output restrictions. Readiness to change reflects beliefs, feelings 
and intentions regarding the extent to which changes are needed as well as 
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perceptions of individuals and organisational capacity to successfully enact those 
changes (Armenakis et al., 1993).  
 
The motivation for this study was based on the notion that organisations need to 
determine the change readiness of its members before embarking on such 
processes, as this could possibly lead to the success or failure of planned change.  A 
further motivation was to explore the relationship between readiness to change and 
work engagement during a change process within a mid-tier accounting firm. 
Mangundjaya (2012) stated that all dimensions of work engagement will influence 
readiness to change. Work engagement is viewed as a workplace approach 
designed to ensure that employees are committed to the organisation’s goals and 
values, motivated to contribute to organisational success and simultaneously to 
enhance their own sense of well-being (McLeod & Clark, 2009). Work engagement is 
the degree to which people commit to an organisation and the impact that 
commitment has on how well they perform, as well as their length of tenure 
(Federman, 2009). Mangundjaya (2012) believes that the higher the work 
engagement, the higher the readiness to change will be.  
1.2  BACKGROUND TO THE STUDY 
 
The mid-tier accounting firm under scrutiny employs 990 professionals in South 
Africa and 73 Partners (N. Solomon, personal communication, February 2, 2015). 
Worldwide the firm can rely on the skills of 17000 professionals in 77 countries which 
structure its integrated partnership in Europe, Africa, the Middle East, Asia Pacific, 
North America, Latin America and the Caribbean (R. Williams, personal 
communication, September 26, 2014).   
 
The mid-tier accounting firm underwent an integration process with an international 
accounting firm on 1 September 2008 and the merger between the firms introduced 
many changes. Various integration processes continue to take place. The aim for the 
mid-tier accounting firm was to become fully integrated in a national and international 
capacity. From an international level the firm had adopt new policies (i.e. dress 
code), procedures (i.e. audit methodologies, company procedures) and visual 
identity (i.e. firm name and logo). From a national level the integration processes 
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implied that all the offices across South Africa would be viewed as one practice and 
possess similar business policies, procedures and strategies.  
 
Certain integration processes within the mid-tier accounting firm were changing the 
client information system, which implied numerous changes in the way the firm is 
operated. For example, it changed the process of how clients were invoiced for 
services rendered.  Furthermore, it will impact the outputs for certain positions such 
as the Debtors Clerk function in each office. The debtors function will be moved to 
one central location rather than operating from each individual office. Thus, the 
Debtors Clerk job function could be made redundant in some of the individual offices. 
The latter creates uncertainty for all Debtors Clerk positions around the country (R. 
Williams, personal communication, July 23, 2014).  
 
Before the national office integration took place, each office from the mid-tier 
accounting firm within South Africa was a separate practice with their own registered 
business entities and partnerships. There are currently 12 offices across South 
Africa (R. Williams, personal communication, July 23, 2014). Several structural 
changes within the national practice were conducted to transfer all the employees, 
from the various offices within the mid-tier accounting firm across South Africa, into 
different reporting entities to form one national integrated practice across South 
Africa (R. Williams, personal communication, July 23, 2014).  
 
However, some offices selected to move back to their old structures and reporting 
lines due to legal implications with regards to tendering for work within the Auditor 
General (R. Williams, personal communication, July 23, 2014). For the latter offices, 
a big portion of fees is produced from work done for the Auditor General and they 
could not tender for work if they were attached to the ”bigger” national partnership. 
Tendering for Auditor General projects has certain requirements such as Broad 
Based Black Economic Empowerment (BBBEE), which could not be achieved if 
these offices were registered within the national practice.  Therefore, reverting back 
to past structures was a practical business decision.  
 
These movements could possibly have impacted future change processes as the 
employees’ readiness to change was affected by the track record of an organisation 
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in dealing effectively with change (Bouckenooghe et al., 2009).  The mid-tier 
accounting firm indicated that the new structures were not effective and therefore 
moved back to the original structures and business entities. Employees were 
informed that this component of the change was unsuccessful. Over the past few 
years the mid-tier accounting firm has been through several mergers and integration 
processes with other accounting firms resulting in the firm growing in numbers (R. 
Williams, personal communication, July 23, 2014). Merging with other accounting 
firms has had a big impact on the employees involved in terms of relocation to other 
offices, new policies and procedures to follow and adjusting to a new culture (R. 
Williams, personal communication, July 23, 2014).   
 
In order to place the current study in context, it is necessary to be familiar with the 
following fields of study: readiness to change and work engagement.  An introduction 
to the literature review will be discussed in the following section and should provide a 
better understanding regarding the concepts under scrutiny. 
1.3  READINESS TO CHANGE 
 
Readiness to change takes its roots in early research on organisational change 
(Walinga, 2008). The greatest challenge lies with the common assumption in 
organisational change literature that employees need to “be made ready” for the 
change that is imminent within the organisation (Aremenakis & Harris, 2002). 
Walinga (2008) explains that facilitating employee readiness to change would entail 
exploring how leaders can “get ready” to “get employees ready” for change. 
 
Readiness is considered a critical precursor to the successful implementation of 
complex changes (Weiner, 2009). It is suggested that failure to establish sufficient 
readiness accounts for one-half of all unsuccessful, large-scale organisational 
change efforts (Weiner, 2009). Readiness to change is not only a multi-faceted 
construct (Bouckenooghe et al., 2009), but a multi-levelled one. Specifically, it refers 
to employees’ commitment and efficacy to implement organisational change. This 
definition followed the usual language use of the term ”readiness”, which suggests a 
state of being both psychologically and behaviourally prepared to take action. 
Change commitment refers to organisational members' shared resolve to pursue the 
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courses of action involved in change implementation (Weiner, 2009). Change 
efficacy refers to organisational members' shared beliefs in their collective 
capabilities to organise and execute the courses of action involved in change 
implementation (Weiner, 2009). 
1.4  WORK ENGAGEMENT  
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli, Salanova, 
Gonzalez-Romá, & Bakker, 2002, p.74). Engaged individuals are energetic and feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007).  Vigour is characterised by energy, mental resilience, the 
willingness to invest one’s effort, and persistence (Schaufeli, Salanova et al., 2002). 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, Salanova et al., 2002, p.74). Absorption is 
characterised by being engrossed in one’s work, to the extent that time passes 
quickly and it is difficult to detach oneself from work (Schaufeli, Salanova et al., 
2002).  
 
Engaged employees are generally more productive in the workplace (Wu, 2013). 
Work engagement has become a popular topic within both academic and practical 
areas since 1990s. Robinson, Perryman and Hayday (2004) conceptualised 
engagement as a positive employee attitude towards the organisation and its values.   
 
Work engagement overlaps with the research topics of employee commitment, 
motivation and satisfaction, but is differentiated from these variables in that it can 
either be a result of organisational efforts or the employee’s choice of engagement 
with the organisation (Robinson, et al., 2004). Work engagement is a key business 
driver for organisational success, where high levels of engagement promote 
retention of talent, foster customer loyalty and improve organisational performance 
and stakeholder value (Lockwood, 2007). Engaged employees typically remain 
enthusiastic about their company and choose to remain with the organisation. These 
employees feel valued for the contributions they make and not merely for the salary 
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they receive. Work engagement is influenced by many factors ranging from 
workplace culture or climate, organisational communication and managerial styles to 
trust, respect, leadership and company reputation (Lockwood, 2007).  
 
Organisational changes that result from mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more resistant towards continuous change and 
ambiguity (Burnes, 2005). The problem becomes exaggerated when change agents 
(i.e. managers, top management) fail to include the individual in the adaptation 
process and also fail to manage the change process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged in their work and the 
organisation (Marks, 2007). According to Weiner and Roberta (2008) disengagement 
includes feelings of alienation or loss of identity with an organisation.  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. It is important for change agents to consider work engagement as an 
integral part of the change process, that is, before, during and after change has 
taken place (Bhola, 2010). The current study explored the relationship between 
readiness to change and work engagement within an organisation undergoing 
change.  
 
In a study conducted by Myungwean (2011), certain aspects of leadership, such as 
employees’ trust in executive management, effective leadership practices, and the 
quality of employee– manager relationships influence readiness to change. Further 
studies highlight that there is a relationship between readiness and processes of 
change (Ranta, 2011; McKay, Kuntz & Näswall, 2013; Jimmieson, Peach & White, 
2008). Furthermore, Mahembe (2014) suggests that there is a positive relationship 
between trust in the leader and work engagement. Bargagliotti (2011) concluded that 
trust in the leader is an antecedent of work engagement. Organisational climate, 
such as trust in leadership, is important for establishing a positive attitude towards 
change. In light of the above discussion it was essential to include climate- and 
process of change within the current study. The latter constructs could possibly 
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influence the employees’ readiness to change and work engagement within the mid-
tier accounting firm under scrutiny during change implementation.  
1.5 CLIMATE OF CHANGE 
 
Individuals need trust, support and cooperation to function effectively. Organisations 
with climates that have flexible and supportive structures are conducive to 
establishing a positive attitude towards change (Bouckenooghe et al., 2009). Tierney 
(1999) agrees that the psychological climate dimensions of trust, participation and 
support are preconditions of an environment conducive to change. Schneider, Brief 
and Guzzo (1996) explain that an organisational climate is an important component 
for shaping employee actions, including employee attitudes toward change. As 
mentioned by Robinson et al. (2004) work engagement is conceptualised as a 
positive employee attitude towards the organisation and its values. Therefore, 
focusing on factors that shape employee attitudes within the organisational climate 
during change was essential for the current study.  
1.6 PROCESS OF CHANGE 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models will be discussed within the literature review of the 
current study.  Process factors of change, specifically within the current study, have 
a more temporary nature and refer to the actual approach of how a specific change 
project is dealt with or implemented (Bouckenooghe et al., 2009). Open 
communication, knowledge sharing and participation are some factors that could 
facilitate successful change practices. As mentioned before, when change agents fail 
to manage the process it can lead to employees becoming disengaged in their work 
(Marks, 2007). Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change, which highlights the importance of 
such agents managing the change process effectively (Bouckenooghe et al., 2009). 
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1.7  RATIONALE OF THE STUDY 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm within South Africa. 
The merger between the mid-tier accounting firm under scrutiny and the international 
accounting firm, as mentioned previously, has introduced a considerable amount of 
organisational change by way of integration processes of the mid-tier accounting 
firm’s policies, strategies and business procedures.  
For the purpose of this study, the researcher focused on the relationship between 
readiness to change and work engagement. The researcher anticipates that the 
results from this study will identify how varying levels of employees within the mid-
tier accounting firm will perceive the organisational change and could reveal best 
practices for future change implementation. By revealing the relationship between 
readiness to change and work engagement during a change process, the mid-tier 
accounting firm will be informed on how to approach anticipated future changes. The 
researcher anticipates that the latter will enhance change management and 
implementation processes, as the agents (i.e. managers and top management) 
implementing the change will know what to focus on in respect of the employees, to 
ensure smooth organisational change implementation.  
1.8  STATEMENT OF THE PROBLEM 
 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams et al., 2003). Management in organisations stand accused of implementing 
change, which they believe will benefit the organisation, without considering the 
effects that it may have on employees (McHugh, 1997).  
There is a further possibility that organisational change is resisted and could 
potentially fail. Dawson (2003) explained that this may be due to the manner in which 
change has been visualised, announced and implemented or because internal 
resistance was built against it. Employees, in other words, sabotage those changes 
they view as negative to their own interests (Dawson, 2003).  
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As mentioned earlier, engaged individuals are energetic about their work, feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007b). Engaged employees remain enthusiastic about their company 
and choose to remain with the organisation. Organisational climate is one of many 
factors that influence work engagement (Brad & Thomas, 2013) and is an important 
component for shaping employee actions. This includes employee attitudes toward 
change (Schneider et al., 1996) and behavioural manifestations of employee 
engagement (Brad & Thomas, 2013). Organisations with flexible and supportive 
structures are conducive to establishing a positive attitude towards change 
(Bouckenooghe et al., 2009), in turn affecting an employee’s readiness to change.  
 
The current study anticipates determining how readiness to change is related to work 
engagement, specifically in a mid-tier accounting firm.  
1.9.  THE SIGNIFICANCE OF THE STUDY 
 
It is predicted that by determining the relationship between readiness to change and 
work engagement within the mid-tier accounting firm undergoing change, the firm 
could receive valuable information on how the integration or change processes 
impact the employees and top management within the mid-tier accounting firm, and 
how to approach further integration or procedures.  
 
It is further anticipated that the results of the study could reveal the employees’ level 
of work engagement within the mid-tier accounting firm. If the results reveal that 
employees have low levels of work engagement, the firm can improve or focus on 
how to improve the matter. Alternatively, the mid-tier accounting firm can continue 
with current practices if the results indicate a higher level of work engagement 
amongst employees.  
 
The study could potentially emphasise the perceived trust that employees have in 
leadership. This information is extremely valuable to any organisation. The leaders of 
the organisation will need to focus on improving trust if the results identify that there 
are low levels of trust in leadership amongst employees. It is anticipated that low 
levels of trust in leadership will negatively affect the majority of operations within the 
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firm i.e. performance management, learning and development, all forms of 
leadership decision making etc., ultimately affecting the profitability of the firm.  
 
Since the current study was conducted within a mid-tier accounting firm, a further 
significance of the study could be that the research could be conducted in other 
accounting firms undergoing change processes.  
1.10  FRAMEWORK FOR THE PRESENT STUDY 
 
While the first chapter gave a brief introduction, the second chapter reflected on the 
literature and previous studies surrounding the main constructs in this study. The 
third chapter described the research methodology employed in this study and the 
fourth chapter was dedicated to analysing the results. The fifth and final chapter 
focused on a discussion of the results, the limitations of the study, as well as 
recommendations for the mid-tier accounting firm involved and recommendations for 
future research. 
1.11  CONCLUSION 
 
A change process can only be implemented successfully if there is a level of 
readiness to change (Bouckenooghe et al., 2009). When such readiness exists, the 
organisation is informed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Engaged 
employees remain enthusiastic about their company and choose to remain with the 
organisation (Lockwood, 2007). It is important for change agents to consider work 
engagement as an integral part of the process, that is, before, during and after 
change has taken place (Bhola, 2010) as work engagement is critical for 
organisational success (Lockwood, 2007). The current study explored the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. In the next chapter, the researcher reviewed the literature on 
change, readiness to change and work engagement, so as to draw the links between 
the above constructs and highlight the relationships that may exist. 
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CHAPTER 2 
LITERATURE REVIEW 
 
2.1  INTRODUCTION 
 
As discussed in the previous chapter, the aim of the present study was to determine 
whether there is a relationship between readiness to change and work engagement 
within a mid-tier accounting firm undergoing change.   
 
The present chapter will discuss the concept of change, organisational change and 
change theories, change management and change models. Further to this, the 
concept of work engagement will be discussed. The researcher will also introduce 
the proposed model within the current study. The final section of the literature review 
will reflect on the empirical studies which have been conducted between the 
constructs in the study, to highlight the possible presence of any relationships. 
 
2.1.1  The concept of change 
 
Change, at its most basic level, may be signified at present when there is “an 
alteration of the status quo” (Bartol & Martin, 1998, p.500) or “the new state of things 
is different from the old state of things” (French & Bell, 1999, p.2). 
 
Change is defined as to make or become different (Abbas & Asghar, 2010). This 
definition is illustrated by the transformation of the caterpillar into a butterfly. There is 
a significant difference between one state and the next. Furthermore, change 
originated from the Latin verb “to barter” which means to pass from one state to 
another (Abbas & Asghar, 2010).  
 
Change may be any action or set of actions having some directions to do something 
new or to amend something (Boston, 2000). Change always requires commitment 
and direction. Change is not always positive but there are several methods of 
strengthening commitment to changes (Boston, 2000). 
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Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without balance, 
organisations can risk an anxious and resistant workforce that may yield to 
diminishing productivity (Swanepoel, Erasmus, Van Wyk & Schenk, 2003).    
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe et al., 
2009). Because the future is often uncertain in terms of change, people in general 
are not motivated to change unless there are compelling reasons to do so.  
Bouckenooghe et al. (2009) explained that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
Organisations are constantly making adjustments (Abbas & Asghar, 2010). 
Sometimes these adjustments are unintentional or spontaneous (Orlikowski, 1996). 
Sometimes changes arise from a plan, that is, an informal idea or formal design for 
changing the organisation (Abbas & Asghar, 2010). The next section will discuss the 
concept of organisation change.  
 
2.1.2  The concept of organisational change 
 
Traditional definitions describe an organisation as a purposeful coordination of 
people and their activities to reach explicit and shared objectives or goals (Robbins, 
1990). As mentioned before, change at its most basic level may be denoted as an 
alteration of the status quo. Thus, organisational change generally involves a 
situation where a different state of being is created with regard to the goal-directed 
coordination of people. The intention of such changes is to move the organisation 
from its current state to a more desirable, improved state.  
 
From the above, it may be inferred that people are central to organisational change. 
According to Robbins (1990), organisational change is viewed as any significant 
alteration of the behaviour patterns of a large number of individuals who constitute 
the organisation. However, others view organisational change as involving more than 
employee behaviour. For example, Gibson, Ivancevich and Donnelly (2000) defined 
organisational change as a planned effort by the organisation’s management to 
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improve the performance of employees, groups and the organisation’s structure and 
processes.  Greenberg and Baron (1993) emphasised that organisational change 
affects the organisation’s structure, technology, and/or people.  Robbins (1990) 
included both of these perspectives by stating that organisational change involves 
four levels, namely people, structure, technology and processes. Waldersee and 
Griffiths (2004) emphasised that the classification of change has long been 
recognised as behavioural-social or technical-structural.  Stiles (1999) accentuated 
an additional dimension of organisational change, namely changes in organisational 
strategy. By integrating the viewpoints presented for the current study, it may be 
inferred that organisational change involves the significant alternation of any number 
of levels in the organisation, including behaviour, structures, technology, processes 
and strategy.  
 
Dawson (2003) suggested that at its simplest, organisational change can be defined 
as new ways of organising and working. However there is much more detail 
regarding organisational change than what this simple definition might suggest. 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams, Crafford & Fourie, 2003). According to McHugh (1997) management in 
organisations stand accused of implementing change, which they believe will benefit 
the organisation, without considering the effects that it may have on employees.  
 
Mack, Nelson and Quick (1998) emphasised the importance of considering 
individuals during organisational change. They argued that although the changes are 
generally essential and may be overdue, the potential cost to the individual and the 
company in terms of medical expenses, lost productivity, lowered motivation and 
morale cannot be ignored (Mack et al., 1998).  Furthermore, the costs can be directly 
attributed to the adverse conditions and stress encountered by individuals during 
organisational change (Williams et al., 2003). 
 
2.1.2.1 Forces of change 
 
There are two major forces of change, namely; external forces and internal forces 
(Donnelly, Gibson & Ivancevich, 1984). External forces include market conditions, 
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organisational environment, government policy and programmes as well as 
technology. The external forces are located outside the organisation (Bassey, 
Solomon & Omono, 2014). They are embedded in the organisational environment. 
Market conditions, for example demand, are influenced by the liquidity level of the 
economy. Religious, social and technological environments are also sources of 
change outside organisations (Bassey et al., 2014). 
 
Bassey et al. (2014) stated that internal forces of change include factors that are 
located within the organisation such as employees’ demand, organisational 
processes and interpersonal relations. Should any of these processes malfunction it 
may prompt change. A breakdown of communication between employees and 
management may cause conflict which may result in certain changes (Bassey et al., 
2014). For example, change in management within a department could possibly 
impact the communication within the department due to the difference in leadership 
style of the new manager. This could result in the new manager enforcing change, 
such as the reporting structures of the department to improve communication to suit 
their leadership style.  
 
2.1.2.2 Different types of change 
 
There are different types of change that may take place in the organisation, just as 
there are different forces of change. According to Chen, Suen, Lin and Shief (2013), 
managers are continually facing choices about how best to respond to the forces of 
change. Types of change fall into two broad categories: evolutionary and 
revolutionary changes (Chen et al., 2013). 
 
2.1.2.2.1 Evolutionary change 
 
According to George and Jones (2007) evolutionary change is steady, irregular, and 
narrowly-focused. Its main purpose is to make continuous improvement in order to 
adjust to the ongoing changes (Chen et al., 2013). The most widely known types of 
evolutionary change are socio-technical systems theory, total quality management, 
and management by objectives (George & Jones, 2002).  
 
15 
 
Deming (1989, in Chen et al., 2013) explained that socio-technical systems theory 
emphasises the importance of the social and technological aspects within the 
organisation during the process of change. Total quality management is an ongoing 
and constant effort by all in an organisation to improve the quality of the 
organisation’s goods and services (Deming, 1989, in Chen et al., 2013). According to 
Cummings and Worley (2001) management by objectives specifies the importance 
of regular meetings between management and its employees. The purpose is to 
assess future work goals, evaluate current performance and discuss challenges and 
obstacles in an effort to motivate work effectiveness.  
 
2.1.2.2.2 Revolutionary change 
 
George and Jones (2002) explained that revolutionary change is rapid, dramatic, and 
broadly focused. Furthermore, there are also three important types of revolutionary 
change: reengineering, restructuring, and innovation. 
 
Reengineering involves the important rethinking and fundamental redesign of 
business processes to achieve improvement in performance such as cost, quality, 
service, and speed (Hammer & Champy, 1993, in Chen et al., 2013). When an 
organisation experiences a decline in performance, managers may try to turn things 
around by restructuring. Innovation refers to the successful utilisation of skills and 
resources to generate new technologies or new goods and services. (Chen et al., 
2013). 
 
2.1.3  Organisational change theories 
 
There are various theories that exist on organisational change such as: Systems 
theory, Organisational Development theory, Complexity theory, and Social Worlds 
theory (Rhydderch, Elwyn, Marshall & Grol, 2004).  “These theories map onto a 
widely accepted typology of organisational change which suggests four basic types 
of theory which emphasise goals, people, evolution and conflict as triggers and 
mechanisms for change” (Rhydderch et al., 2004, p.213).  Rhydderch et al. (2004) 
explained that the following six dimensions reveal differences and similarities 
between the organisational change theories: metaphor of organisation; analytical 
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framework; trigger for change; the change process; the role of leadership; and 
resistance to change. The researcher will discuss the various change theories that 
are relevant to the current study and compare the theories based on the latter 
dimensions mentioned by Rhydderch et al. (2004). 
 
2.1.3.1  Systems theory 
 
Systems theory is a concept that originated from biology, economics, and 
engineering, which explores principles and laws that can be generalised across 
various systems (Amagoh, 2008). According to Amagoh (2008), a system is a set of 
two or more elements where the behaviour of each element has an effect on the 
behaviour of the whole. A system comprises of subsystems whose inter-relationships 
and interdependence move toward equilibrium within the larger system (Martinelli, 
2001). 
 
Rhydderch et al. (2004, p.214) explained that “systems theory emphasises the 
interrelatedness of parts of an organisation and by improving one part requires that 
consideration be given to the relationships with other parts of the system.” It is 
considered equally important to measure organisational aspects such as 
infrastructure, tasks, technologies and resources, both human and financial. 
Organisation change, according to Rhydderch et al. (2004), can be introduced by 
modifying these variables individually or in combination.  
 
In systems theory the change process involves setting standards, measuring 
achievement of standards, and feedback. The systems theory describes that 
leadership involves setting goals and the establishment of measurement and 
feedback circles (Amogoh, 2008). Furthermore, this theory explains that resistance is 
a consequence of a lack of clear goal setting. Resistance to change will be 
discussed in detail further on in the literature review.  
 
2.1.3.2  Complexity theory 
 
Complexity theory is defined as the measure of heterogeneity or diversity within 
internal and environmental factors such as departments, customers, suppliers, socio-
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politics and technology (Mason, 2007). Complexity theory focuses on how sections 
at a micro-level in a complex system affect developing behaviour (Amagoh, 2008). 
As the complexity of a system increases, the ability to understand and use 
information to plan and predict outcomes becomes more challenging. As the system 
becomes more complex, making sense of it becomes more difficult and adaptation to 
the changing environment becomes problematic (Mason, 2007). Over time, the 
increasing complexity leads to more change within the system (Amagoh, 2008).  
 
Rhydderch et al. (2004) further explained that complexity theory is the study of 
systems that are characterised by non-linear dynamics. According to Crabtree, Miller 
and Stange (2001), organisations are complex adaptive systems that consist of local 
mediators whose interactions lead to continually developing behaviour. The belief is 
that efforts to change practice should be preceded by efforts to understand it 
(Crabtree et al., 2001). The focus is on informally reviewing processes and 
structures in a way that encourages a team to have a sense of what works well and 
what requires improvement (Rhydderch et al., 2004).  
 
In complexity theory the change process and the outcome is less certain. Individuals 
will better understand emerging change if leaders acknowledge the cognitive 
processes associated with change. This theory explains that resistance is seen as 
one stage in the sense-making process, prompting reflective questions about why 
change is happening (Rhydderch et al., 2004). 
 
2.1.3.3  Organisational development theory 
 
Organisational development is described as an isolated episode of planned change 
in organisations through the application of behavioural disciplines and it therefore 
emphasises human processes in an organisation (Dunnette & Hough, 1992).  
Further to this, organisational development is described as theory and practice of 
planned, systematic change in the attitudes, beliefs, and values of the employees 
(Business directory, 2015). 
 
Organisational development implies that successful organisational change depends 
on agreement between individual and organisational goals (Rhydderch et al., 2004).  
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Organisational development theory typically uses Lewin’s (1951, in Rhydderch et al., 
2004) three-step change model, which involves (1) breaking down old tasks, 
behaviours and attitudes (unfreezing), (2) a transition time towards new ways of 
doing things (moving), and (3) the establishment of new routines (refreezing). In 
organisational development theory, the role of the leader is to encourage 
participation by individuals and teams (Rhydderch et al., 2004).   
 
Organisational development theory explains that leader activity is concerned with 
ensuring overlap between individual and organisational goals. Furthermore, this 
theory explains that resistance is due to a lack of overlap between organisational 
and individual goals (Rhydderch et al., 2004). Lewin’s three-step change model will 
be discussed later in this chapter.  
 
2.1.3.4  Social worlds theory 
 
According to Tovey and Adams (2001), Social World’s theory proposes that change 
surfaces as a function of negotiation and renegotiation between two or more social 
worlds. Social worlds are clusters of organisations that share common activities or 
concerns (Manca, 2010). Social Worlds theory suggests that conflict is the trigger for 
change or a difference of opinion between two distinct social worlds.  
 
Social World’s theory further suggests that leadership is strategic in orientation and 
is about striking a balance between different perspectives (Rhydderch et al., 2004). 
This theory explains that resistance is viewed as a natural part of a conflict process. 
Table 2.1 illustrates the similarities and differences between the theories mentioned 
above: 
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Table 2.1: Similarities and differences between organisational change theories 
(Rhydderch et al., 2004). 
 
Systems 
(goal-orientated) 
Complexity 
(evolution-orientated) 
Organisational 
Development 
(people-orientated) 
Social World 
(conflict-
orientated) 
Main Focus 
/ Concept of 
Theory 
Relationship 
between parts in 
an organisation. 
Change is 
almost 
structured.  
Change emerges 
between system and 
environment and 
between local level 
agents and system. 
Different approaches 
are tried.  
Planned Change. 
There is an 
agreement between 
the individual and 
the organisational 
goals.  
Change emerges 
through conflict.  
Metaphor 
for 
organisation 
Change is 
planned as an 
intentional 
event. 
Change is constant 
and not easily 
predicted. 
Change is planned 
as an intentional 
event. 
Change is 
constant and not 
easily predicted. 
Analytical 
Framework 
Change is seen 
as a single unit 
and has a 
micro-level 
focus. 
Interaction between 
the practice and its 
environment – there 
is a focus on inter-
organisational 
behaviours. 
Change is seen as 
a single unit and 
has a micro-level 
focus. 
Interaction 
between the 
practice and its 
environment – 
there is a focus on 
inter-
organisational 
behaviours. 
Trigger for 
Change 
Specific, clear 
and measurable 
goals. 
Change is seen as 
an evolution rather 
than driven through 
standards. 
Creates change to 
which people are 
committed. There 
needs to be an 
overlap between 
individual and 
organisational 
goals 
Conflict is the 
trigger.  
Change 
Process 
Set standards, 
measurable 
achievement of 
objectives and 
feedback.  
Change process and 
outcome is less 
certain. Different 
approaches are tried 
and the best one is 
used.  
Lewin’s 3 step 
model is used.  
Process is less 
certain. Status quo 
is challenged. 
Opposing views 
are represented.  
Leadership Clear goal 
setting and 
establishment of 
measurable 
feedback. 
Reviewing practice 
performance is 
important. Leaders 
need to be 
concerned with 
helping individuals 
interpret the 
emerging change.  
Encourage 
participation by 
individuals and 
teams. 
Balancing 
opposing 
perspectives.  
Resistance 
to Change  
Lack of clear 
goal setting. 
The change is not 
understood. 
Lack of overlap 
between individual 
and organisational 
goals.  
Resistance is a 
natural part of the 
conflict process.  
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As mentioned earlier these theories map onto a widely accepted typology of 
organisational change which suggests four basic types of theory, namely 
emphasising goals, people, evolution, and conflict as triggers and mechanisms for 
change (Rhydderch et al., 2004, p.213).  Furthermore, these theories were 
discussed to broaden the reader’s understanding of the organisational change 
concept.  
 
From the above discussion the researcher anticipates that the systems-, complexity- 
and organisational development theories are applicable to the mid-tier accounting 
firm under scrutiny. The integration processes within the mid-tier accounting firm 
have had specific, clear and measurable goals (i.e. the change process surrounding 
the client information system had specific, clear and measurable goals). The change 
is an evolution, different approaches have been tried (i.e. the client information 
system did not work in all the offices which resulted in some offices going back to 
using the old client information system). Further to this, an overlap between 
individual and organisational goals has been a priority during the integration process 
(Hoosain, K., Personal Communication, February 8, 2013). The next section will 
focus on the concept of change management and will introduce certain change 
models for change implementation.  
 
2.1.4  The concept of change management 
 
In the current climate of economic pressure and evolving political priorities, 
organisational changes within organisations are becoming an increasing priority 
(Barnard & Stoll, 2010). However, change is a complex process that may have 
negative as well as positive outcomes.  
 
According to Burnes (2004) change is becoming and ever-resent feature of 
organisational life due to rapid technological development, growing workforce 
knowledge and shifting of accepted work practices. However, whilst many 
organisations appreciate the need for change, as many as 70 percent of change 
programs do not achieve their intended outcomes (Balogun, Hope & Hailey, 2004). 
In response to the increasing importance of organisational change, there is a 
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growing body of literature looking at the concept and processes of change 
management and factors that contribute to its success. 
 
The first and foremost obvious definition of change management refers to the 
making of changes in a planned and systematic fashion (Nickols, 2002). Change 
management is the art or science of making changes to a certain method or system 
in an orderly, systematic fashion, to make sense out of the organisational chaos that 
is permeating an organisation, its employees, its suppliers and vendors and most 
importantly its customers (Creasey, 2007). 
 
2.1.5  Models of change 
 
Change models provide organisations with procedural guidance by demonstrating 
steps that flow from one to another. Further in this chapter, when comparing the 
change models, it becomes evident that the steps are not perfectly linear. There will 
always be some overlap between the steps within the change models. Models of 
change attempt to help leaders and managers understand change and guide their 
organisations through the process (Gilley, Gilley & McMillan, 2009). The literature 
reveals numerous models designed to clarify phases of change, individual 
acceptance rates and steps for implementation (Gilley et al., 2009). The researcher 
discussed the following models of change in the current research study: Lewin’s 
model, Galpin’s nine wedges, Kotter’s eight-step model, Judson’s five-step model, 
Kanter’s ten commandments for executing change, the change readiness model, 
and Luecke’s seven-step model.  
 
The researcher will also do a comparison between the models discussed and identify 
the most common change steps amongst them. These models will increase the 
understanding of the different change management processes and provide depth to 
the concept of change management. 
  
2.1.5.1  Kotter’s Eight Step Model 
 
According to Khan (2011), a typical business process undergoes continuous 
changes. Change has become a necessity so that business processes can be 
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optimised repeatedly. Change management, according to Khan (2011), is a practice 
that is followed by most managers and team leaders in an organisation to enable 
changes in that organisation.  
 
Kotter’s (1996, in Khan, 2011) eight-step change management model is one such 
model which can be used by managers to bring necessary changes to the execution 
of projects (Khan, 2011). The model contains the following steps:  (1) creating 
urgency, (2) formulating coalitions, (3) creating the change vision, (4) communicating 
the change vision, (5) empowering team members, (6) creating short term wins, (7) 
consolidating improvements, and lastly (8) anchoring changes (Kotter, 1996 in Khan, 
2011). The researcher will briefly describe each of these steps.  
 
Creating Urgency. For change to happen successfully, it will be helpful if the whole 
firm really wants it. Therefore, it is important to develop a sense of urgency around 
the need for change. This may help spark the initial motivation to get things moving. 
“Most successful change efforts begin when some individuals or groups start to look 
at a company’s competitive situation, market position, technological trends, and 
financial performance. They then find ways to communicate this information broadly 
and dramatically. Without motivation, people won’t help and the effort goes nowhere” 
(Kotter, 1995, p.60).  Kotter (1996, in Khan, 2011) explained that for change to be 
successful, 75 percent of an organisation’s management needs to "buy into" the 
forthcoming change. In other words, management has to really work hard on the first 
step of Kotter’s model and spend significant time and energy building urgency, 
before progressing to the next steps (Khan, 2011).  
 
Forming Coalitions. Team work is a necessary aspect of management (Khan, 2011). 
The next step of Kotter’s (1996, in Khan, 2011) model explained that forming a 
coalition in the organisation is critical as it helps in successful execution of projects 
or imminent change (Khan, 2011).  
 
Creating the Change Vision. Khan (2011) explained that the project managers or top 
management should identify necessary reasons for bringing in change while 
executing a project. Enforcing change without a vision is not considered to be good 
practice. According to Kotter, productivity will be increased if a manager creates and 
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explains a change vision to team members and also acts on it (Khan, 2011). A clear 
vision can help everyone understand why they are asked to do something. When 
people see for themselves what the firm is trying to achieve, then the directives they 
are given tend to make more sense (Khan, 2011). 
 
Communicating the Change Vision. Multiple obstacles arise when a project manager 
tries to bring change while executing an existing project (Khan, 2011). One such 
obstacle is from the team members. According to Kotter (1996, in Khan, 2011), 
obstacles arising from the team members can be avoided by communicating the 
reasons behind the change (Khan, 2011). The change vision can be shared by 
eliminating the jargon associated with it and explaining the change vision in the 
simplest of ways, organising regular meetings by conducting multiple forums and 
sharing the change vision among the team members, and lastly demonstrating the 
change vision through a manager’s actions, so that the team members can be 
inspired by his actions. 
 
Empower team members. To implement change in an organisation, it is essential to 
motivate the team members to accept the change because it is a natural tendency to 
avoid change. It is very important to remove the obstacles which disempower team 
members from accepting change (Khan, 2011). 
 
Creating Short Term Wins. Nothing motivates an employee more than successful 
execution of a task or a project. While bringing change in an organisation, it 
becomes important to create short-term wins for the team. Khan (2011) explained 
that creating short-term wins motivates the team members on a continuous basis as 
they will be able to verify the results at multiple intervals while executing a project 
(Khan, 2011).  
 
Consolidate Improvements. According to Bourda (2012) organisations need to use 
increased credibility to change systems, structures, and policies that are not aligned 
to the vision. It is argued that many change projects fail because victory is declared 
too early (Kotter, 1995). Khan (2011) explained that if the various stages of the 
change process are monitored, management will be able to combine the 
improvements arising from each stage. Furthermore, it is essential to hire, promote, 
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and develop employees who can implement the organisation’s vision (Bourda, 
2012).  
 
Anchoring Changes. After identification of successful changes, it is essential to root 
them (Khan, 2011). “Until new behaviours are rooted in social norms and shared 
values, they are subject to dilapidation as soon as the pressure for change is 
removed” (Kotter, 1995, p.67). It is also important that the leaders continue to 
support the change (Khan, 2011). This step is similar to Lewin’s refreezing stage, 
which will be introduced in the next section, in which new behaviours and ways are 
anchored into daily routines (Gilley et al., 2009).  
 
2.1.5.2  Lewin’s change model 
 
According to Mind Tools (2012), to begin any successful change process there 
should be an understanding why the change must take place. Lewin (1947, in 
Kritosonis, 2005) explained that motivation for change must be generated before 
change can occur. Lewin’s change model consists of three stages, namely 
unfreezing, change or movement, and refreezing (Kritosonis, 2005).  
 
Unfreeze. The first stage involves finding a method of making it possible for 
individuals to let go of an old pattern that was counterproductive in some way. This is 
the stage where the desire to change occurs, or at least the recognition that change 
is needed (Kaminski, 2011). Unfreezing entails assessment of the current state and 
readying individuals and organisations for change (Gilley et al., 2009). According to 
Mind Tools (2012) this stage involves preparing the organisation to accept that 
change is necessary, which involves breaking down the existing status quo before 
developing a new way of operating. 
 
“Some activities that can assist in the unfreezing step include: motivating participants 
by preparing them for change, building trust and recognition for the need to change, 
and actively participating in recognising potential problems and brainstorming 
solutions within a group” (Kritosonis, 2005, p.2). 
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Change or Movement. After the ambiguity and insecurity created in the unfreezing 
stage, the change or movement stage is where people begin to resolve their 
uncertainty and look for new ways of doing things. People start to believe and act in 
ways that support the new direction (Mind Tools, 2012). Kritosonis (2005) explained 
that during this step it is essential to move the target system to a new level of 
steadiness. Movement occurs when employees engage in the change process 
(Gilley et al., 2009).   
 
According to Mind Tools (2005) there are three actions that can assist in the 
movement stage include: (1) persuading employees to agree that the status quo is 
not beneficial to them and encouraging them to view the situation from a fresh 
perspective, (2) work together on a quest for new, relevant information, and (3) 
connect the views of the group to well-respected, powerful leaders that also support 
the change. The transition from unfreezing to changing does not happen 
instantaneously. People take time to embrace the new direction and participate 
proactively in the change (Mind Tools, 2005). In order to accept the change and 
contribute to making it successful, people need to understand how the changes will 
benefit them. Not everyone will fall in line just because it is deemed to be necessary 
and that it will benefit the company. This is a common assumption and pitfall that 
should be avoided (Kritosonis, 2005).   
 
Refreezing. The third step of Lewin’s (1947, in Kritonsonis, 2005) three-step change 
model, is refreezing. This step needs to take place after the change has been 
implemented in order for it to be sustained over time. Refreezing anchors new ways 
and behaviours into the daily routine and culture of the organisation (Gilley et al., 
2009). It is highly likely that the change will be transitory and that the employees will 
revert to their old behaviours if this step is not taken. Kritosonis (2005) explained that 
the purpose of refreezing is to stabilise the new equilibrium resulting from the change 
by balancing both the driving and restraining forces. According to Kaminski (2011) 
the changes that are implemented are “frozen” in place to guarantee that they 
become part of the normal working procedures. This is done by establishing 
supportive mechanisms such as policies, rewards, ongoing support, and a solid 
orientation to the new system for incoming personnel (Kaminski, 2011). 
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“This change model of Lewin (1947) illustrated the effects of forces that either 
promote or inhibit change. Specifically, driving forces promote change while 
restraining forces oppose change. Hence, change will occur when the combined 
strength of one force is greater than the combined strength of the opposing set of 
forces” (Robbins, 2003, p.564-565). 
 
2.1.5.3  Judson’s Five-step Change Model 
 
The Judson (1991) model of implementing a change consists of five phases, namely: 
analysing and planning the change; communicating the change; gaining acceptance 
of new behaviours; changing from the status quo to a desired state; and 
consolidating and institutionalising the new state. Within each phase, Judson (1991) 
discussed predictable reactions to change and methods for minimising resistance to 
change agent efforts.  
 
Among the different methods, Judson (1991) explained that resistance can be 
overcome by using alternative media, reward programs, bargaining and persuasion. 
It is important to note that Judson’s (1991) model is presented from the perspective 
of the change “agent” or instigator, and does not examine change from the 
perspective of employees on the receiving end of change. 
 
2.1.5.4  Ten Commandments for Executing Change 
 
Kanter, Stein and Jick (1992) explained that Lewin’s model of change is too simple 
as it is based on the view that organisations are essentially stable and static. They 
disagree with the idea that change results only from concentrated effort, and that it 
occurs in one direction at one time. Kantel et al. (1992) explained that change is 
multi-directional and universal; therefore change happens in all directions at once 
and is a continuous process. Under the circumstances, they offer the following ten 
commandments for executing change: (1) analyse the organisation and its need for 
change; (2) create a shared vision and a common direction; (3) separate from the 
past; (4) create a sense of urgency; (5) support a strong leader role; (6) line up 
political sponsorship; (7) craft an implementation plan; (8) develop enabling 
structures; (9) communicate, involve people and be honest; (10) reinforce and 
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institutionalise change. The ten commandments will be discussed in the section 
below.  
 
Analyse the organisation and its need for change. The first commandment refers to 
understanding how the organisation works in order to determine the need for 
change. This can be done by examining the environment the organisation operates 
in and analysing the organisations strengths and weaknesses. (Viktorsson, 2014; 
Kanter et al., 1992).  
 
Create a shared vision and a common direction. According to Viktorsson (2014) this 
commandment proposes that creating a central change vision will reflect the core 
values of the organisation in relation to the change. When engineering change, 
management should create a shared vision as this is an attempt to articulate what is 
desired for the organisation’s future (Kanter et al., 1992). Further to this, the vision 
will guide the decisions to be made during the change processes to achieve 
successful change implementation (Viktorsson, 2014). 
 
Separate from the past and create a sense of urgency. The third and fourth 
commandments are tightly connected to the second commandment and refers to 
discontinuing the status quo and engaging in a new way of doing things by accepting 
the new vision. Further to this it is essential to gain support from the employees by 
creating a sense of urgency, especially if the situation does not naturally create a 
sense of urgency (Viktorsson, 2014). Kanter el al. (1992) concurred that disengaging 
from the past is crucial as it is difficult for an organisation to embrace a new vision 
until it has isolated the structures and routines that no longer work. Further to this, a 
sense of urgency is critical to rallying an organisation behind change (Kanter et al., 
1992).  
 
Support a strong leader role. The fifth commandment relates to the effective 
leadership of the change as well as supporting a change agent to guide and drive 
the process by creating a vision, developing the structures necessary for change 
(Viktorsson, 2014).  
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Line up political sponsorship. Support needs to be gained from all parts of the 
organisation, including managers and top management, for successful 
implementation to take place (Viktorsson, 2014).  A leader should guide, drive and 
inspire change (Kanter et al., 1992). 
 
Craft an implementation plan. The seventh commandment suggests constructing a 
detailed implementation plan that should describe how the implementation will be 
conducted, as well as when it will be done, and the milestones in between 
(Viktorsson, 2014). Kanter et al. (1992) explained that the change implementation 
plan is a practical road map for the change efforts.   
 
Develop enabling structures. The eighth commandment is about the structures that 
will enable change, which means that new structures shall be created if considered 
necessary. Examples of these structures are: workshops, training programs and 
reward systems (Viktorsson, 2014). 
 
Communicate, involve people and be honest. The ninth commandment explains that 
change agents should communicate openly and seek the involvement and trust of 
people (Kanter et al., 1992). The aim of this step is to have an open and honest 
communication with all personnel affected by the change in order to gain 
commitment and minimise resistance to change (Viktorsson, 2014). 
 
Reinforce and institutional change. According to Viktorsson (2014), the last 
commandment relates to rewarding and reinforcing commitment to the change 
processes in order to incorporate the change in the daily operations of the 
organisation. Kanter et al. (1992) concurred that managers and leaders should prove 
their commitment to the transformation process and help to incorporate new 
behaviour into the daily operations. 
 
2.1.5.5  Galpin’s nine wedges change model 
 
Galpin (1996) proposed a model with nine wedges that form a wheel. The wheel 
comprises of the nine wedges, namely; establishing the need to change, developing 
and broadcasting a vision of a planned change, diagnosing and analysing the current 
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situation, generating recommendations, detailing the recommendations, pilot testing 
the recommendations, preparing the recommendations for rollout, rolling out the 
recommendations and lastly, measuring, reinforcing, and refining the change.  
 
As a foundation for each wedge of the model, Galpin (1996) stressed the importance 
of understanding an organisation’s culture that is reflected in its rules and policies, 
customs and norms, ceremonies and events, and rewards and recognition. 
Moreover, in Galpin’s (1996) view, a successful organisational change effort must 
target two levels – the strategic level and the grassroots level (Zimmer, 2015). The 
strategic level refers to the initial efforts involving executives, senior managers or a 
small unit of employees; whereas the grassroots level refers to the efforts that drive 
change deep into an organisation by stressing implementation at the local level 
(Zimmer, 2015). 
 
 2.1.5.6  Armenakis, Harris and Field’s (1999) change readiness model 
 
Armenakis et al. (1999) established a model that incorporates elements of both 
Lewin’s (1947) work and Bandura’s (1986) social learning theory. The model 
contains seven steps with the purpose of facilitating the adoption and 
institutionalisation of desired change (Armenakis & Bedeian, 1999). This model 
focusses on creating readiness to change so that resistance is minimised 
(Armenakis & Bedeian, 1999). The first aspect of this model includes persuasive 
communication. This can be done through speeches held by change agents and 
articles in employee newsletters (Armenakis et al., 1999). The second aspect 
involves active participation by those affected. Examples of active participation would 
include vicarious learning and participative decision making (Armenakis et al., 1999).   
 
The third aspect ensures that the firm’s human resource management practices 
address change readiness in order to prevent resistance (Armenakis et al., 1999). 
An example would include ensuring that recruitment and selection professionals 
conduct competency based interviews, whereby candidates who are open to 
changes and adaptable are appointed.  A further example would be to ensure that 
training and development is focused on training staff to stay abreast with changes in 
their working environment (Armenakis & Bedeian, 1999). Another aspect of this 
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model is to have symbolic activities within the firm undergoing change (Armenakis et 
al., 1999). For example, an organisation needs to have ceremonies when change 
implementation has been successful. A further aspect of this model is diffusion 
practices such as best practice programs and transition teams, which are essential in 
avoiding change resistance (Armenakis et al., 1999).   
 
According to Armenakis et al. (1999) another facet of this model is to facilitate the 
adoption and institutionalisation of desired change by managing internal and external 
information. This will ensure that the correct communications about change 
processes are received. Lastly, it is essential to implement formal activities that 
demonstrate support for change initiatives, such as new organisational structures 
and revised job descriptions (Armenakis et al., 1999).   
 
2.1.5.7  Luecke’s seven steps 
 
Luecke (2003) developed a seven-step change model based on the research of Beer 
(1990), Schaffer and Thomas (1992). Luecke`s (2003) seven steps commenced by 
recommending mobilising energy and commitment through joint identification of 
business problems and the solutions. Next is developing a shared vision on how to 
organise and manage for competiveness (Parker, Charlton, Ribeiro & Pathak, 2013).  
Parker et al. (2013) mentioned that after the latter step leadership should be 
identified to guide teams towards results. 
 
Furthermore, this model advocates starting change at the periphery and not letting it 
spread throughout the organisation without it being directed from the top. Once 
results are attained, changes should be formalised into policies, systems and 
structures (Parker et al., 2013). Whilst the process of change is being implemented, 
Luecke (2003) highlighted the significance of monitoring and adapting strategies to 
address any issues encountered in the change process. Luecke (2003) believed that 
organisations can implement change better if they approach it with the right attitude, 
from the right angle and with a solid set of action steps. Table 2.2 will illustrate the 
comparison between the models discussed.  
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Table 2.2:  Comparison between change models 
Kotter’s 
Eight Step 
Model 
Lewin’s 
Change 
Model 
Judson’s 
(1991)  Five-
step Change 
Model 
Ten 
Commandment
s for Executing 
Change (Kanter 
et al. (1992) 
Galpin’s (1996) 
Nine Wedges 
Change Model 
Armenakis et 
al. (1999) 
Change 
Readiness 
Model 
Luecke’s 
(2003) Seven 
Steps 
 1. Unfreeze. 
1. Analysing and 
planning the 
change. 
1. Analyse the 
organisation and 
need for change.  
1. Establish the 
need to change.  
3. Analyse the 
current situation. 
 
1. Mobilise 
energy and 
commitment 
through joint 
identification of 
business 
problems and 
solutions.  
1. Creating 
urgency.   
4. Create a sense 
of urgency.    
2. Formulating 
coalitions.   
5. Support a strong 
leader role.   
2. Achieve 
participation by 
those affected.  
3. Identify 
leadership.  
3. Creating 
the change 
vision. 
  
2. Create shared 
vision and 
common direction.  
3. Separate from 
the past. 
2. Develop and 
disseminate a 
vision of planned 
change.  
4. Generate 
recommendation.  
5. Detail 
recommendation.  
 
2. Develop a 
shared vision of 
how to organise 
and manage for 
competitiveness.  
4. 
Communicate 
the change 
vision 
 
2. 
Communicating 
the change.  
9. Communicate, 
involve people, be 
honest.  
 
1.  Persuasive 
communication.   
5. 
Empowering 
team 
members. 
2. Movement 
3. Gaining 
acceptance of 
new behaviours.  
8. Develop 
enabling structure.   
3. Human 
Recourses 
Management 
practise. 
4. Symbolic action.  
6. Manage internal 
and external 
information. 
7. Formal activities 
that generate 
support for change 
initiative.  
 
6. Creating 
short term 
wins. 
2. Movement  
7. Craft an 
implementation 
plan. 
6. Pilot testing 
recommendations.   
4. Focus on 
short term 
results not 
activities.  
7. Consolidate 
improvement.   
4. Changing 
form status quo 
to desired state.  
 
7. Prepare 
recommendations.  
8. Roll out 
recommendation. 
9. Measure and 
refine change.  
5. Diffusion 
practices.  
5. Start change 
at the periphery, 
then let it spread 
to other units 
without pushing 
it from the top. 
8. Anchoring 
changes.  3. Refreeze 
5. Consolidating 
and 
institutionalising 
new state.  
10. Reinforce and 
institutionalise 
change.  
  
6. Institutionalize 
success through 
formal policies, 
systems and 
structures. 
      
7. Monitor and 
adjust strategies 
in response to 
problems in the 
change process. 
 
Within the literature, one of the most influential perspectives within what is known as 
”planned approaches” to change is that of Lewin (1947), who argued that change 
involves a three stage process which has been discussed within the change model 
section of the literature review. The three-step model was adopted for many years as 
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the dominant framework for understanding the process of organisational change 
(Todnem, 2005). Since its formulation, the theory has been reviewed and modified, 
with stages being divided to create more specific steps.  
 
Notwithstanding the popularity, Lewin’s (1947) original theory has been criticised for 
being based on small scale samples, and more importantly the fact that it is based 
on the assumption that organisations act under constant conditions that can be taken 
into consideration and planned for. As a consequence of such criticisms an 
alternative to planned approaches for organisational change was developed. This is 
known as the “emergent approach” (Todnem, 2005).   
 
Despite not advocating pre-planned steps for change, several proponents of the 
emergent school have suggested a sequence of actions that organisations should 
take to increase the likelihood of change being successful (Kotter, 1996, Kanter et 
al., 1992, Luecke, 2003). Although they vary in terms of number and type, a set of 
suggested actions are shared, including creating a vision, establishing a sense of 
urgency, creating strong leadership and empowering employees. Table 2.3 below 
illustrates the most common steps from the models discussed above and the 
comparison from Table 2.2.  
 
Table 2.3: Common steps for change models (Adapted from Cheung, 2010) 
Common steps from Change Models discussed 
1 Understand the need for change. 
2 Establish a sense of urgency. 
3 Generate buy-in from people through forming coalitions. 
4 Develop the vision for change.  
5 Plan the change. 
6 Communicate the change. 
7 Empower others to embrace the change. 
8 Create short-term wins. 
9 Implement and refine the change. 
10 Combine gains and produce more changes. 
 
The following sections will deliberate the steps illustrated in Table 2.3.  
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Understand the need for change. According to Judson (1991), Kanter et al. (1992) 
and Galpin (1996), the starting point of any effective organisational change is to get 
a clear understanding on the needs for change. By understanding the reasons for 
change, people are more aware of the problems.  As a result, they would be more 
receptive to change (Cheung, 2010). 
 
Establish a sense of urgency. Kanter et al. (1992), Kotter (1996) and Galpin (1996) 
agreed on the importance of establishing a sense of urgency for ensuring successful 
organisational change. This is an essential step as it further enhances awareness 
toward change. People are willing to leave their comfort zones and are motivated to 
change when they know the problem is an urgent one. Although this step is 
seemingly simple, Kotter (1995) stated that more than half of the organisations 
studied failed to demonstrate the urgency necessary of this step. 
 
Generate buy-in from people through forming coalitions. According to Kanter et al. 
(1992), Kotter (1995), Armenakis et al. (1999), and Luecke (2003), assembling a 
group with adequate power to lead the change efforts is critical for the success of 
organisational change (i.e. there is strength in numbers). A successful guiding 
coalition can consist of senior managers, board members, representatives from 
different affected business units, key customers, and even powerful union leaders 
(Cheung, 2010). In a guiding coalition, people share their concerns and support each 
other in making changes. Instead of participating in an opposition group against the 
change, joining a guiding coalition provides an alternative for people who want to 
produce change (Cheung, 2010).  A guiding coalition should be in charge of creating 
a vision and common goals (Cheung, 2010). 
 
Develop a vision for change. Kanter et al. (1992), Kotter (1996), Galpin (1996), and 
Luecke (2003) believed that this step is important in every successful change effort 
because it develops a picture of the future that is relatively easy to communicate and 
appeals to customers, stakeholders, and employees. In other words, this step helps 
people visualise the change, thus bringing positive outcomes to them. As a result, 
they are more energised and committed to the change.  
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Plan the change. According to Judson (1991), Kanter (1992) and Galpin (1996), this 
step takes people from the decision to initiate the change to the specific steps they 
take to produce change. Cheung (2010) mentioned that the working tasks of this 
step can include the following: devising appropriate strategies to introduce change; 
identifying the significant steps in the change process; discussing the full details of 
what is involved for implementing change; devising a sensible time scale and cost 
analysis for implementing change; producing action plans for monitoring the change; 
anticipating the problems of implementation and lastly; understanding why change is 
resisted. 
 
Communicate the change. Judson (1991), Kanter et al. (1992), Kotter (1996) and 
Armenakis et al. (1999) indicated that a guiding coalition should use every possible 
vehicle available such as a routine discussion about business problems, regular 
performance appraisals, and a division’s quarterly performance meetings to 
communicate the change. With more people willing to drive and support the change, 
the chance of successful organisational change increases (Cheung, 2010). 
 
Empower others to embrace and to act on the change. Judson (1991), Kanter et al. 
(1992), Kotter (1996), Armenakis et al. (1999) and Luecke (2003) agreed that 
empowering others to act on the change is essential for successful change 
implementation.  Empowering others by implementing rewards systems or facilitating 
training/workshops could possibly generate buy-in to embrace change. This is 
because no change can take place without people acting on it (Cheung, 2010). 
According to Kotter (1996), to thoroughly empower others to act on the change, the 
guiding coalition needs to confront and remove major obstacles. 
 
Create short-term wins. Kotter (1996), Armenakis et al. (1999), and Luecke (2003) 
believed that creating short-term wins is important because it helps renew the 
momentum of making change. Celebrating short-term wins is compelling evidence 
that the change drives expected outcomes. As a result, people are more willing to 
stay with the change and keep putting in an effort to drive its success (Cheung, 
2010). 
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Implement, reinforce and refine the change. Judson (1991), Kanter et al. (1992), 
Kotter (1996), Galpin (1996), and Luecke (2003) stated that this step helps achieve 
desired change by creating an environment that eliminates the negative factors 
toward change, while enhancing the positive factors toward it. The process involves 
figuring out what worked and what did not work (Cheung, 2010). The change 
elements that did not work need to be refined and implemented again (Cheung, 
2010). 
 
Combine gains and produce more changes. To lay a solid foundation to produce 
more changes in the future, Kotter (1996), Armenakis et al. (1999) and Luecke 
(2003) believed that organisation members should consolidate the gains in this step. 
The consolidation process involves showing organisation members how the new 
approaches, behaviours and attitudes have helped improve performance and original 
status quo.  As a result, organisation members would feel that it was rewarding when 
the change was supported (Cheung, 2010). Furthermore, the successful experience 
would help build confidence and willingness to lead or participate in any change 
projects in the future.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness to change exists, 
the organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. According to 
Armenakis, Harris and Mossholder (1993), if organisational members are not ready 
for the change they may initiate negative reactions such as sabotage, absenteeism, 
and output restrictions. These negative behaviours are a form of resistance to 
change and will be discussed later within the literature review.  The next section of 
the literature study will focus on the concept of readiness to change.  
 
2.2  READINESS TO CHANGE 
 
One of the basic reasons for the failure of change interventions is related to negative 
employee attitudes toward change (Clegg & Walsh, 2004). As a result, according to 
Zayim (2010), one of the major concerns of many studies in the change literature is 
to investigate positive employee attitudes, the variables that positively and/or 
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negatively relate to these attitudes and their impact on the success of organisational 
change efforts (Zayim, 2010). Readiness to change emerged as one of the core 
attitudes affecting success, and also failure of change interventions.  
 
2.2.1  Defining readiness to change 
 
According to Weiner (2009), readiness to change involves employees’ beliefs in their 
potential and efficacy for the change efforts. In that sense, readiness to change can 
be considered as the opposite pole of resistance to change.  
 
However, Self (2007) asserted that readiness and resistance are not two opposite 
constructs. Zayim (2010) emphasised that creating readiness to change contributes 
to creating supportive employee behaviours rather than resisting behaviours. Hence, 
readiness to change is argued to be a critical factor in identifying the major causes of 
employee resistance toward large-scale organisational changes (Eby, Adams, 
Russell & Gaby, 2000). In addition, Bernerth (2004) underlined the essence of 
creating readiness for successful change initiatives by concluding that readiness to 
change creates the positive energy necessary for the success of change efforts; thus 
becomes a first step to reach the desired outcomes at the end of the change 
process. 
 
Readiness to change has been identified with a cognitive forerunner to behaviours of 
either resistance or support for change efforts (Armenakis et al., 2002). Moreover, 
readiness to change has been mainly associated with the individual’s attitude 
towards change as well as their perceptions, feelings and beliefs surrounding the 
organisation’s change readiness (Alas, 2007). According to Rusly, Corner and Sun 
(2012), the literature indicates that readiness to change in organisations occurs at 
two distinctive levels: (1) the individual level and (2) the organisational level.  
 
2.2.1.1 Individual change readiness elements 
 
Individual change readiness elements encompass motivation, competence and 
personality attributes (Rusly et al., 2012). At the individual level, personal beliefs and 
behaviours play a vital role in organisational change, thus requiring an understanding 
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of the cognitive and emotional processes that occur during the change (Rusly et al., 
2012). These individual beliefs and behaviours must also be effectively aligned to, 
and supported by, organisational structure, climate and culture to enable successful 
change implementation (Rusly et al., 2012). For this reason, readiness to change is 
created through nurturing the willingness and ability of individuals in the organisation 
to move into a new state resulting from the change event. This is supported by the 
appropriate conditions in the organisation to enhance readiness to change. 
 
2.2.1.1 Organisational change readiness elements 
 
Organisational elements include institutional resources, culture, climate, financial 
resources and technology utilisation (Rusly et al., 2012). Backer (1997) referred 
readiness to change as an organisational-level construct in the healthcare industry 
and defined it as a mind state that determines the desired behaviours for the 
enhancement or the resistance of the innovations.  
 
Furthermore, readiness to change has been defined as the characteristics related 
with adopting the change interventions and perceiving it as an opportunity for 
development (Campbell, 2006). In addition to all these definitions, one of the most 
comprehensive definitions of readiness to change was made by Armenakis et al. 
(1993) which is valid for all sectors. According to the authors, it is the cognitive state 
that affects employee behaviours toward the change process as either resisting or 
supporting it. The latter definition is broadened by suggesting that readiness to 
change is related to the degree of employees’ beliefs, attitudes, and intentions with 
regard to necessity of change and the organisation’s resource adequacy to 
successfully implement those changes (Armenakis et al., 1993). 
 
2.2.2  Dimensions of readiness to change 
 
Readiness to change is conceived as a multi-faceted concept that comprises an 
emotional dimension, a cognitive dimension, and an intentional dimension of change 
(Bouckenooghe et al., 2009).  Intentional readiness to change refers to the extent to 
which employees are prepared to put their energy into the process (Oreg, 2006). 
Cognitive readiness to change refers to the beliefs and thoughts people hold about 
38 
 
change (Oreg, 2006). Emotional readiness to change refers to the affective reactions 
toward change (Oreg, 2006). 
 
A multi-dimensional view captures the complexity of readiness to change and 
provides a better understanding of the relationships between this concept and its 
antecedents (McGuire, 1985). Emotional involvement, cognitive commitment and 
intention to change reflect three different manifestations of an individual’s evaluation 
of the change situation (McGuire, 1985). 
 
This multi-faceted view of readiness to change as a triadic attitude instead of uni-
faceted operationalisation is better at capturing the complexity of the phenomenon 
(Oreg, 2006). It is assumed that intentional, cognitive and emotional reactions 
towards change come into play at different stages in the change process, and do not 
necessarily coincide (Bouckenooghe et al., 2009). 
 
Although this three dimensional framework is useful in handling different aspects of 
change related attitudes of individuals, they are also dependent on each other in a 
way that one’s feelings regarding change are generally associated with the thoughts 
and behavioural intentions about the change (Oreg, 2006). As mentioned earlier, 
according to Bouckenooghe et al. (2009), adopting a multidimensional view on 
readiness to change helps researchers deal with the complexity of the construct 
effectively. As a result, in the current study, this three-dimensional framework of 
readiness to change is adopted and will be investigated under the dimensions of 
intentional, emotional and cognitive readiness. The next section will discuss the 
climate of change that is conducive for employees to accept change.  
 
2.2.3  Climate of change 
 
There is a general consensus among scholars that the organisational climate makes 
or breaks change and plays a key role in shaping employees’ readiness to change 
(Tierney, 1999). Despite this general belief, there are few rigorous studies that have 
examined the effects of change climate on readiness to change (Jones, Jimmieson, 
& Griffiths, 2005). The change climate is defined as the perception of the conditions 
under which change occurs (i.e., context), the way change is implemented (i.e., 
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process), and employees’ attitudes towards change (Bouckenooghe, 2009). The 
change climate determines whether the conditions and sources are present that 
warrant a successful implementation of change (Bouckenooghe, 2009). 
Bouckenooghe (2009) mentioned that for research on change to be practical and 
sound, it must entail an appreciation of the conditions or the context that 
accompanies change and the end results (i.e. readiness for change) together with an 
analysis of the process variables (Bouckenooghe, 2009).  
 
Tierney (1999) explained that climate of change is seen as an employee’s 
perceptions of which organisational change initiatives in an organisation are 
expected, supported, and rewarded. Furthermore, it refers to the employee’s 
perceptions of the internal circumstances under which change occurs 
(Bouckenooghe et al., 2009).  
 
In times of change, interpersonal interaction with peers and superiors is highly 
valued, making the nature of such relationships a salient feature in shaping 
employees’ readiness to change (Bouckenooghe et al., 2009). Employees need 
trust, support and cooperation to function effectively. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a positive 
attitude towards change (Bouckenooghe et al., 2009). Tierney (1999) agreed that the 
psychological climate dimensions of trust, participation and support are preconditions 
of an environment conducive to change.  
 
Schneider et al. (1996) explained that an organisational climate is an important 
component for shaping employee actions including employee attitudes toward 
change. An organisational climate is the degree to which individuals perceive the 
organisation to be psychologically safe (Bouckenooghe et al., 2009). Psychological 
safety is associated with elements of social systems that create more or less non-
threatening, predictable, and consistent social situations in which to engage 
(Bouckenooghe et al., 2009). Bouckenooghe et al. (2009) argued that when 
individuals feel psychologically safe, they are more likely to engage in change as it 
mitigates the uncertainty and anxiety engendered by change.  
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According to Brad and Thomas (2013), the organisational climate affects the 
development and eventual behavioural manifestation of work engagement. The 
organisational climate, particularly the psychological perception an employee has of 
their organisational climate has been identified as one of the most distal work-based 
variables an employee can use to interpret circumstances (Brad & Thomas, 2013). 
Interpretation then influences decisions regarding the intensity and direction of 
energy toward organisational outcomes (Brad & Thomas, 2013).  Work engagement, 
which also relates to the energy one brings to the workplace, will be discussed at a 
later stage within this chapter, as the present study will also focus on the anticipated 
relationship between work engagement and readiness to change.  
 
Factors that comprise an organisational climate of psychological safety are: (1) 
quality of change communication; (2) trust in top management; and (3) history of 
change. They have been highlighted as crucial drivers of employees’ motivation to 
support change (Bouckenooghe et al., 2009). Within the current study the quality of 
communication will be viewed as part of the change process factors and will be 
discussed further in this chapter. The emphasis within the current study will be on 
the climate and process portion of change and will be discussed in the following 
sections.  
 
2.2.3.1  Climate of change elements 
 
This section will briefly describe the climate elements of change as discussed by 
Bouckenooghe et al. (2009). 
 
Trust in top management: Because change involves deviation and a certain amount 
of risk-taking, employees would most likely avoid change behaviours unless they 
operated in a situation in which they felt secure (Tierney, 1999). Therefore, the 
presence of a high level of trust amongst employees represents another necessary 
condition for change attempts and acceptance. In organisations where trust in top 
management exists, and where change projects have been implemented 
successfully in the past, organisational members are more likely to develop positive 
attitudes toward new changes (Bouckenooghe et al., 2009). 
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History of change: Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change. If organisational changes have failed 
in the past, employees will develop negative expectations about new change 
initiatives and subsequently become more resistant toward new change 
(Bouckenooghe et al., 2009). Readiness to change is also influenced by the 
organisational track record of successfully implementing major organisational 
changes (Schneider et al., 1996).  The degree to which employees see their 
organisation successfully implement change is one of the major influencing factors of 
work engagement (Change First, 2013). Employees who are a part of organisational 
change that constantly fails or partially implemented will be demotivated and drains 
their energy, focus and excitement for new changes (Change First, 2013). 
 
Cohesion: Cohesion refers to the extent of cooperation and trust in the competence 
of team members (Bouckenooghe et al., 2009). As such Kotter (1996 in Khan, 2011) 
stressed that successful major changes need a powerful guiding coalition. This 
powerful coalition goes beyond the support of top management. Moreover, line 
managers need to translate the general goals of organisational change efforts into 
specific departmental objectives that their people can identify with (Kanter et al., 
1992). A guiding coalition should use every possible vehicle available such as a 
routine discussion about business problems, regular performance appraisals, and a 
division’s quarterly performance meetings to communicate the change. With more 
people willing to drive and support the change, the chance of successful 
organisational change increases (Cheung, 2010). 
 
Politicking: Politicking describes the perceived level of political games within the 
organisation. A high degree of politicking leads to unnecessary expense, 
considerable delays, and unwillingness to share knowledge.  Although organisational 
politics are universal and have widespread effects on several critical organisational 
processes that influence organisational effectiveness and efficiency (Kacmar & 
Baron, 1999), it is striking how scarce the research is on the role of organisational 
politics in times of change. There are so many parties and stakeholders with a 
multitude of agendas involved in organisational change that political activities like 
coalition-building, favouritism, and backstabbing are commonly used practices to 
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protect or enhance self-interests, often without regard for the welfare of other parties 
involved in the process (Bouckenooghe & Menguç, 2010).  
 
2.2.3.2  Process dimensions of change 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models have already been discussed earlier in the literature 
review.  Process factors of change, specifically within the current study, have a more 
temporary nature and referred to the actual approach of how a specific change 
project is dealt with (Bouckenooghe et al., 2009). 
 
Open and extensive communication, knowledge sharing, and participation are some 
factors which may facilitate successful change practice. The current study will focus 
on the following process dimensions as described by Bouckenooghe et al. (2009); 
participation, support by supervisors, quality of change communication, and the 
attitude of top management.  
 
Participation in the decision making during the change efforts is regarded as one of 
the critical factors which hinders negative employee attitudes and fosters positive 
ones (Armenakis et al.,1993). Participation in decision making is also proposed to be 
positively related with the effective implementation and success of organisational 
change efforts. Van Dam, Shaul and Schyns (2008) also supported the essence of 
active participation during the change process by adding that active participation 
contributes to openness to change and it is negatively correlated with resistance to 
change. 
 
Support by supervisors is perceived as the extent to which employees experience 
support and understanding from their immediate supervisors. More specifically it 
focuses on the ability to lead the employees through the change process 
(Bouckenooghe et al., 2009).  
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Communication is also a critical factor for effective change processes (Mento, 
Raymond & Dirndorfer, 2010).  The ability to openly voice concerns and share ideas 
and information will result in the crucial understanding of, and commitment to 
change. Therefore, openness of communication is another precondition for change 
(Tierney, 1999). Studies conducted on the necessity of effective communication 
during a change process indicated that the aim of adopting honest and effective 
communication during the process is to contribute to the employees’ understanding 
of it, to create commitment and to overcome resistance caused by confusion and 
uncertainty (Mento et al., 2010). 
 
Attitude of top management toward change involves the stance top management is 
taking with regard to change (Bouckenooghe et al., 2009). It is believed that top 
management has the responsibility to create a culture and climate in the organisation 
in which organisational change is effectively implemented and sustained (Schneider, 
et al., 1996). Without the superiors’ commitment and understanding about change, 
organisational change efforts are likely to fail (Schneider et al., 1996). 
 
2.2.4 Creating and managing change readiness: the five key elements 
 
Armenakis et al. (1999) offered five different elements necessary to create 
readiness: (1) the need for change; (2) demonstrating that it is the right change; (3) 
that members have the confidence they can succeed; (4) that key people support the 
change; (5) and what employees will gain from the change.  The five key elements 
are essential to the success of any planned organisational change. The researcher 
of the current study compared the five key elements necessary to create readiness 
with the ten common steps on approaching a change process, obtained from change 
models discussed earlier in this chapter. 
 
The first key element mentioned by Armenakis et al. (1999) is the need for change. 
Specifically, it is the identification of a gap between a desired state and the current 
state (Self, 2007). Self (2007) explained that the change agent must justify the need 
to change. For example, by providing information to the employees on why the 
organisation’s product no longer meets customer expectations, the employees can 
see that the current way of making the product is no longer acceptable (Self, 2007). 
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This element mentioned by Armenakis et al. (1999) concurred with the first step 
extracted from the change models that relates to understanding the need for change 
which mentioned that the starting point of any effective organisational change is to 
gain a clear understanding on the needs for change (Cheung, 2010).   
 
The second key element for creating and managing readiness is establishing if the 
proposed change is the right change to make. Self (2007) explained that the role of 
the change agent in this instance is to demonstrate that the proposed change is the 
right solution for eliminating the gap between the current and ideal state. By 
demonstrating to employees that replacing an old service with a new and improved 
service will lead to an increase in revenues, instead of a continued decline, evidence 
is provided that this change in service is the right thing to do. This step concurs with 
the second step revealed from the change models referring to establishing a sense 
of urgency (Cheung, 2010). This is an essential step as it further enhances people’s 
awareness toward change. Organisation members are willing to step out of their 
comfort zones and are motivated to change when they know the problem is an 
urgent one. 
 
The third key element focuses on bolstering the confidence of organisational 
members, reinforcing that they can successfully make the change. Sometimes 
known as efficacy, this confidence comes from both past experience and the 
persuasive communication of the change agent (Self, 2007).  According to Self 
(2007), these change agents need to first, emphasise that employees have the right 
knowledge, skills, and abilities to implement the change.  Further to this, they need 
to ensure that the organisation has the right organisational structure, policies, 
procedures, technology, and management in place to successfully implement the 
change (Self, 2007). This key element should be implemented during Cheung’s 
(2010) third step that refers to generating buy-in from people through forming 
coalitions, as it elucidated that leaders need to first emphasise that employees have 
the right knowledge, skills, and abilities to implement the change. By forming the 
coalition a change agent would be able to assess the skills and abilities of the 
individuals who want to produce the change.  
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The fourth element, key support, involves the actual organisational support for the 
change. The “who” supporting the change may, in certain circumstances, carry as 
much weight as the “what” of the proposed change. Self (2007) explained that 
employees, when faced with a change, consider the position of both the formal and 
the informal leaders in the organisation. If the change agent can enlist those formal 
and informal leaders in support of the change, other employees may also begin to 
adopt the process.  
 
The final element examines what employees will gain from the change. The 
employees do not only seek to understand the nature of what the outcomes from 
implementation of the change might be, but they also seek to understand if these 
outcomes will be positive or negative, and what the significance of those outcomes 
are in terms of what each employee values (Self, 2007).  It is important to 
understand that the value of the outcome can carry as much weight as whether or 
not the outcome is negative or positive. For example, a change that results in an 
employee being promoted might be viewed as negative because of the requirement 
that he or she must uproot the family and relocate. The relocation outweighs the 
positive gain in title and pay (Self, 2007). 
 
To develop a vision for change is the fourth step in Cheung’s (2010) model. This 
step ties in with Cheung’s (2010) previous step in the sense that a guiding coalition 
should be involved in creating a vision for change. The last two key elements 
mentioned by Armenakis et al. (1999) should be implemented during the fourth step 
mentioned by Cheung (2010). If the change agent can enlist those formal and 
informal leaders in support of the change, other employees may also begin to adopt 
it. The change vision will then be filtered through to the remaining workforce.  
 
Organisations should gain key support at the early stages of change implementation. 
The employees do not only seek to understand the nature of what the outcomes 
from implementation of the change might be, but they also seek to understand if 
these outcomes will be positive or negative (Self, 2007). The change vision creates a 
picture amongst employees of what the change will create (Cheung, 2010) and 
should be able to highlight the positive outcomes.  
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Table 2.4 illustrates the comparison between the five key elements discussed and 
the ten common steps on approaching a change process adapted from Cheung 
(2010), obtained from change models discussed earlier in this chapter.  
 
Table 2.4: Assessment of the five key elements for creating readiness to change and 
change implementation steps.  
Common steps from change models 
 
Creating and managing readiness: the 
five key elements 
1.  Understand the need for change. 1.  Need for change.  
2.  Establish a sense of urgency. 2.  Establishing if proposed change is the 
right change to make. 
3.  Generate buy-in from people 
through forming coalitions. 
3.  Bolstering the confidence of 
organisational members. 
4.  Develop the vision for change.  4.  Key support.  
5.  What will employees gain from the 
change. 
5.  Plan the change.  
6.  Communicate the change.  
7. Empower others to embrace the 
change. 
 
8.  Create short-term wins.  
9.  Implement and refine the change.  
10.  Combine gains and produce more 
changes. 
 
 
From Table 2.4 it is evident that the five key elements for managing and creating 
change readiness occurs within the first half of the change implementation 
procedures obtained from the change models. This suggests that creating and 
managing readiness to change forms a large component of the steps referred to in 
Table 2.4. 
 
It is essential that readiness to change is created and managed during change 
implementation within an organisation. As mentioned earlier, readiness to change 
emerged as one of the core attitudes affecting success and, or failure of change 
interventions (Weiner, 2009). Readiness to change has been highly associated with 
the individual’s attitude as well as the individual’s perceptions, feelings, and beliefs 
surrounding their organisation’s change readiness (Alas, 2007). One of the basic 
reasons for the failure of change interventions is related to negative employee 
47 
 
attitudes toward change (Clegg & Walsh, 2004). For a change process to be 
implemented successfully there needs to be a level of readiness (Bouckenooghe et 
al., 2009). When readiness to change exists, the organisation is primed to embrace 
change and resistance is reduced. The next section of the literature will focus on the 
concept of resistance to change.  
 
2.2.5  Resistance to change 
 
Resistance to organisational change is seen as one of the impediments to 
organisational expansion and growth due to its negative repercussions (Boohene & 
Williams, 2012). Even though when change is implemented for positive reasons (to 
adapt to changing environmental conditions and remain competitive), employees 
often respond negatively and resist change efforts. This negative reaction is largely 
due to possible increased pressure, stress and uncertainty for employees (Boohene 
& Williams, 2012).  According to Boohene and Williams (2012) the reasons for the 
failure range from a lack of understanding surrounding an organisation’s capacity for 
change, to other human factors, such as employee resistance toward organisational 
change (Boohene & Williams, 2012).  In addition, Boohene and Williams (2012) cited 
numerous studies, including one of 500 Australian organisations indicating 
resistance to change as the most common problem faced by management. 
 
Resistance is a normal response to change because it often involves going from the 
known to the unknown. Not only do individuals experience change in different ways, 
they also differ in their ability and willingness to adapt to it (Bovey & Hede, 2001).  
Bovey and Hede (2001) mentioned that this topic is important because the failure of 
many corporate change programs is often directly attributable to employee 
resistance. Successfully managing resistance is a major challenge for change 
agents and is arguably of greater importance than any other aspect of the process 
(Bovey & Hede, 2001). Management usually focuses on the technical elements of 
change, with a tendency to neglect the equally important human element which is 
often crucial to successful implementation (Bovey & Hede, 2001). Therefore, in order 
to successfully lead an organisation through major change it is important for 
management to balance both human and organisational needs.  
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Resistance to change introduces costs and delays into the process that are difficult 
to anticipate but must be taken into consideration (Del Val & Fuentes, 2012). 
Resistance has also been considered as a source of information, being useful in 
learning how to develop a more successful change process (Del Val & Fuentes, 
2012). Resistance is a key topic in change management and should be seriously 
considered to help the organisation to achieve the advantages of the transformation. 
 
2.2.5.1  Individuals’ sources of resistance to change  
 
According to Oreg (2003) the sources of resistance appeared to be derived from an 
individual’s personality. Six such sources were identified: (a) reluctance to lose 
control, (b) cognitive rigidity, (c) lack of psychological resilience, (d) intolerance to the 
adjustment period involved in change, (e) preference for low levels of stimulation and 
novelty, and (f) reluctance to give up old habits. 
 
Reluctance to lose control. Some researchers have emphasised loss of control as 
the primary cause of resistance (Conner, 1992). Individuals may resist changes 
because they feel that control over their life situation is taken away from them with 
changes that are imposed on them, rather than being self-initiated. According to 
Robbins and Judge (2007), change alternates ambiguity and uncertainty for the 
unknown.  Employee involvement and participation in organisational decision making 
is seen as a means of overcoming resistance to change (Coch & French, 1948; 
Sagie & Koslowsky, 2000).  
 
Cognitive rigidity. Inflexible individuals are characterised by rigidity and closed-
mindedness and therefore might be less willing and able to adjust to new situations 
(Oreg, 2003). Although this is not proven, according to Oreg (2003), some form of 
cognitive rigidity would be associated in an individual’s resistance to change. 
 
Lack of psychological resilience. According to Wanberg and Banas (2000) resilient 
individuals are more willing to participate in an organisational change and exhibited 
improved coping skills. It may also be that less resilient individuals are more 
reluctant to make changes because to do so is to admit that past practices were 
faulty, and therefore change entails a loss of face (Oreg, 2003). 
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Intolerance to the adjustment period involved in change. A distinct aspect of 
individuals’ psychological resilience is their ability to adjust to new situations. Some 
researchers have suggested that people resist change because it often involves 
more work in the short term (Kanter, 1985). New tasks require learning and 
adjustment, and it may be that some individuals are more willing and able to endure 
this adjustment period (Oreg, 2003).  
 
Preference for low levels of stimulation and novelty. A number of studies established 
a distinction between adaptive individuals, who are best at performing within a well-
defined and familiar framework, and innovators, who are better at finding innovative 
solutions outside the given framework (Oreg, 2003). Oreg (2003) mentioned in his 
study that innovative individuals generally exhibit a greater need for novel stimuli. It 
is thus reasonable to expect that people who resist change would exhibit a weaker 
need for novelty (Oreg, 2003). In addition, Oreg (2003) explained that because 
change often involves an increase in stimulation, those who prefer lower levels of 
stimulation may resist change. 
 
Reluctance to give up old habits. Reluctance to give up old habits is a common 
characteristic of resistance to change (Oreg, 2003). In Oreg’s (2003) study 
reluctance is explained as “familiarity breeds comfort”. When individuals encounter 
new stimuli, familiar responses may be incompatible with the situation, thus 
producing stress, which then becomes associated with the new stimulus (Oreg, 
2003). Robbins and Judge (2007) explained that if an individual is confronted with 
change, the tendency to respond in our accustomed ways becomes a source of 
resistance.  
 
2.2.5.2 Organisational sources of resistance to change 
 
The following organisational sources of resistance to change have been identified: 
(a) structural inertia, (b) limited focus of change, (c) group inertia, (d) threat to 
expertise, (e) threat to established power relationships, and (f) threat to established 
resource allocations.  
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Structural inertia. When the organisation is confronted with change, structural inertia 
acts as a counterweight to sustain stability (Robbins & Judge, 2007). According to 
Robbins and Judge (2007) organisations possess integral mechanisms to produce 
stability. For example, the selection process systematically selects certain people in 
and certain people out (Robbins & Judge, 2007). A further example, training 
reinforces specific role requirements and skills. Formalised regulations provide job 
descriptions, rules, and procedures for employees to follow (Antariksa, 2015).  
 
Limited focus of change. Organisations are built around a number of interdependent 
subsystems (Robbins & Judge, 2007). One cannot be changed without affecting the 
others. For example, if management changes the technological processes without 
simultaneously modifying the organisation's structure to match, the change in 
technology is not likely to be accepted (Antariksa, 2015). Therefore, limited changes 
in subsystems tend to get invalidated by the larger system (Robbins & Judge, 2007). 
 
Group inertia. “Even if individuals want to change their behaviour, group norms may 
act as a constraint” (Robbins & Judge, 2007, p.648). For example, an individual 
union member may be willing to accept changes in his job suggested by 
management. However, if union norms dictate resisting any unilateral change made 
by management, the union member is likely to resist (Antariksa, 2015). 
 
Threat to expertise. “Changes in organisational patterns may threaten the expertise 
of specialised groups” (Robbins & Judge, 2007, p.648). For example, the 
introduction of decentralised personal computers, which allow managers to gain 
access to information directly from an organisation’s mainframe (Antariksa, 2015). 
The latter was a change that was strongly resisted by many information systems 
departments in the early 1980s, as decentralised end-user computing was a threat to 
the specialised skills held by those in the centralised information systems 
departments (Antariksa, 2015). 
 
Threat to established power relationships. According to Robbins and Judge (2007) 
any relocation of decision-making authority can threaten long-established power 
relationships within the organisation. The introduction of participative decision-
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making or self-managed work teams is the kind of change that is often seen as 
threatening by supervisors and middle managers (Antariksa, 2015). 
 
Threat to established resource allocations. Those groups in the organisation that 
control substantial resources often see change as a threat. These groups are 
normally content with the way things are (Robbins & Judge, 2007). They are often 
questioning whether change will reduce their budgets or cut their staff size 
(Antariksa, 2015).  
 
The general view of factors that affect resistance to change developed out of a need 
to understand organisational dynamics and improve organisational effectiveness 
(Coch & French, 1948). A wide variety of factors are identified that affect resistance 
to change (Gray, 1984). The most cited of these being employee participation in the 
change process, the communication process, information/knowledge available, and 
trust in management (Coch & French, 1948; Weinbach, 1994). The latter concurs 
with the process dimensions of change discussed earlier in this chapter. Furthermore 
it was believed that an open communication process and participation would improve 
trust which would indirectly affect an employee’s resistance to change (Coch & 
French, 1948; DiFonzo & Bordia, 1998).  
 
By understanding the concept of change, organisational change, organisational 
change theories, change models, change management, readiness and resistance to 
change, a foundation was created for the current study. The next section will 
introduce the concept of work engagement.  
 
2.2  DEFINING WORK ENGAGEMENT 
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli et al., 2002, p.74). 
Engaged individuals are energetic about their work, feel connected to their work, and 
are better able to deal with job demands (Schaufeli & Salanova, 2007).   
 
Vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence (Schaufeli et al., 2002). Individuals who score high on vigour 
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typically have a lot of energy, passion and fortitude when working (Schaufeli & 
Bakker, 2003). This dimension is considered to be intrinsically motivational as it 
directs individuals’ energy levels into achieving their goals, because the activity gives 
them enjoyment, fulfilment and this is intrinsically rewarding (Mauno, Kinnunen & 
Ruokolainen, 2007). 
 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, et al., 2002, p.74). Usually dedicated individuals 
identify with their work because they experience it as meaningful (Schaufeli & 
Bakker, 2003). 
 
Absorption is characterised by being engrossed in one’s work, to the extent to which 
time passes quickly and it is difficult to detach oneself from work (Schaufeli, 
Salanova et al., 2002).  Several researchers are of the view that absorption is similar 
to flow, which resembles deep involvement with an activity, so much so that little else 
seems to matter (Gonzalez-Roma, Schaufeli, Bakker & Lloret, 2006; Langelaan, 
Bakker, Schaufeli & Van Doornen, 2006). 
 
2.2.1 The concept of work engagement 
 
Organisational changes that are a result of mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more tolerant towards continuous change 
(Burnes, 2005). The problem becomes exaggerated when change agents fail to 
include the individual in the adaptation process and also fail to manage the change 
process adequately. This mismanagement impacts negatively on organisational 
effectiveness and employee well-being, resulting in the employee becoming 
disengaged in their work and the organisation (Lockwood, 2007).  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. Hewitt (2013) concurred that the key element in the success of a 
change initiative is when organisations maintain engagement levels of employees 
during organisational change. It is important for change agents to consider work 
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engagement as an integral part of the change process, that is, before, during and 
after change has taken place (Bhola, 2010). 
 
Engagement is viewed as a positive work-related psychological state and reflects a 
genuine willingness to invest focused effort towards attainment of organisational 
goals (Albrecht, 2010). To be engaged in the workplace requires employees to be 
more than physically present and carrying out their activities according to mandatory 
requirements. They must also be cognitively and affectively engaged, making use of 
their “full-selves” in allocated roles, mission and daily tasks of the organisation 
(Hallberg & Schaufeli, 2006). The next section endeavours to define the concept of 
work engagement. 
 
Work engagement is a key business driver for organisational success, where high 
levels of engagement promote retention of talent, foster customer loyalty and 
improve organisational performance and stakeholder value (Lockwood, 2007). 
Lockwood (2007) explained that engaged employees remain enthusiastic about their 
organisation and choose to remain with the organisation. These employees feel 
valued for the contributions they make to the organisation and not only for the salary 
they received. It was argued by Robinson et al. (2004) that work engagement is seen 
as a positive employee attitude towards the organisation and its values. Albrecht 
(2010) concurred that work engagement is viewed as a positive work-related 
psychological state and reflects a willingness to invest focused effort towards 
attainment of organisational goals. 
 
Further to this, Hallberg and Schaufeli (2006) explained that to be engaged in the 
workplace requires employees to be more than physically present and carrying out 
their activities according to mandatory requirements.  
 
Work engagement is influenced by many factors ranging from workplace culture or 
climate, organisational communication and managerial styles to trust, respect, 
leadership and company reputation (Lockwood, 2007). Work engagement overlaps 
with the research topics of employee commitment, motivation and satisfaction, but is 
differentiated from these variables in that it can either be a result of organisational 
efforts or the employee’s choice of engagement with the organisation (Robinson, et 
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al., 2004). Therefore, engaging employees to understand the business drivers and to 
welcome organisational transitions such as mergers, becomes critical as this is 
where employees typically experience a perceived lack of control over their future 
(Lockwood, 2007).  
 
Maslach, Schaufeli and Leiter (2001) established a model to explain the factors that 
lead to burnout and work engagement, including workload, control, rewards and 
recognition, community and social support, perceived fairness and values. They 
further described it as a two-way relationship between employer and employees, 
involving an awareness of the business context. 
 
There are three important issues to understand with the work engagement construct. 
First, the conceptualisation of work engagement is a “specific, well-defined and 
properly operationalised psychological state that is open to empirical research and 
practical application” (Leiter & Bakker, 2010, p.2). Second, work engagement is a 
“state-like” phenomenon and not a temporary state (Sweetman & Luthans, 2010). 
Finally, it is important to note that work engagement and employee engagement are 
not synonymous (Schaufeli & Bakker, 2010). In fact, various forms of engagement 
have been identified in literature, based on their particular antecedents and 
outcomes (Saks, 2006; Simpson, 2009a).  
 
2.2.1.1 Burnout  
 
The phenomenon described as burnout involves a prolonged response to stressors 
in the workplace (Maslach, Jackson & Leiter, 1996). Burnout was initially 
conceptualised by Maslach and Jackson (1981) as a psychological syndrome that 
can occur in individuals who deliver some service to other people.  Garma, Bove and 
Bratton (2007, in Bothma & Roodt, 2012) comprehended the manifestation of 
burnout in three stages, namely emotional exhaustion (i.e. loss of energy), 
depersonalisation (i.e. uncaring attitude towards customers and co-workers), and 
reduced personal accomplishment (i.e. low motivation and reduced self-esteem). 
According to Mashlach, Schaufeli and Leiter (2001) burnout and engagement are on 
opposite sides of the continuum. Work engagement is typically identified by high 
levels of energy and strong identification with one's work, while burnout is identified 
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by low levels of energy together with poor work identification (Schaufeli & Bakker, 
2003). 
 
2.2.2  Antecedents of work engagement 
 
In light of the definition regarding work engagement it is imperative to research the 
elements that contribute towards influencing work engagement.  
 
2.2.2.1 Job Resources 
 
“Job resources refer to the physical, psychological, social, or organisational aspects 
of a job that: (1) may reduce job demands and the associated physiological and 
psychological costs, (2) that are functional in achieving work goals, and (3) stimulate 
personal growth, learning, and development” (Hakanen et al., 2008, p.225). Job 
resources are assumed to play either an intrinsic motivational role because they 
foster employees’ growth, learning and development, or an extrinsic motivational role 
because they are instrumental in achieving work goals (Deci & Ryan, 1985; Ryan & 
Frederick, 1997). Consistent with these notions about the motivational role of job 
resources, several studies have shown a positive relationship between job resources 
and work engagement. For example, Schaufeli and Bakker (2004) found evidence 
for a positive relationship between three job resources (performance feedback, 
social support, and supervisory coaching) and work engagement (vigour, dedication 
and absorption) among four different samples of Dutch employees. More specifically, 
they used structural equation modelling analyses to show that job resources (not job 
demands) exclusively predicted engagement, and that engagement is a mediator of 
the relationship between job resources and turnover intentions (Schaufeli & Bakker, 
2004). Mauno et al. (2007) utilised a two-year longitudinal design to investigate work 
engagement and its antecedents. Job resources predicted work engagement better 
than did job demands. Job control and organisation-based self-esteem proved to be 
the best lagged predictors of the three dimensions of work engagement (Mauno et 
al., 2007).  
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2.2.2.2 Personal resources 
 
Personal resources are positive self-evaluations that are linked to resiliency and 
refer to individuals’ sense of their ability to control and impact upon their environment 
successfully (Hobfoll et al., 2003). It has been proven that such positive self-
evaluations predict goal-setting, motivation, performance, job and life satisfaction, 
career ambition and other desirable outcomes.  Examples of personal resources 
include self-efficacy, resilience and optimism. Typically self-efficacy mediates the 
relationship between task resources and engagement. Engagement also increases 
self-efficacy which eventually leads to an increase in task resources. This suggests a 
positive gain in which self-efficacy plays a central role (Llorens, Schaufeli, Bakker & 
Salanova, 2007). From this argument, it follows that ultimately engaged workers 
generate their own job resources (Bakker, Schaufeli, Leiter & Taris, 2008). 
  
Several authors have investigated the relationships between personal resources and 
work engagement. For example, Rothmann and Storm (2003) conducted a large 
cross-sectional study among 1,910 South African police officers, and found that 
engaged police officers use an active coping style. They are problem-focused, taking 
active steps to attempt to remove or rearrange stressors. Further, in their study 
among highly skilled Dutch technicians, Xanthopoulou, Bakker, Demerouti and 
Schaufeli (2007a) examined the role of three personal resources (self-efficacy, 
organisational based self-esteem, and optimism) in predicting work engagement. 
Results showed that engaged employees are highly self-efficacious; they believe 
they are able to meet the demands they face in a broad array of contexts. In 
addition, engaged workers have the tendency to believe that they will generally 
experience good outcomes in life (optimistic), and believe they can satisfy their 
needs by participating in roles within the organisation.  
 
2.2.2.3 Leader behaviour 
 
Another antecedent to work engagement is leader behaviour. According to Van 
Schalkwyk, Du Toit, Bothma and Rothmann (2010) leader empowerment behaviour 
donates to engagement and encourages employee participation. When employees 
recognise that their immediate superiors and top management have the skilful insight 
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and ability to supplement the growth and productivity of the organisation by making 
competent decisions, it would give the employees increased assurance of a more 
profitable future with the organisation (Spreitzer & Mishra, 2002 in Hassan & 
Ahamed, 2011). In other words, there can be an increase in work engagement 
amongst employees if there is a genuine sense of trust in the competence and 
capability of their immediate supervisors (Hassan & Ahamed, 2011). 
 
2.2.2.4 Trust 
 
Trust in the organisation, colleagues, and in the leader, is an antecedent of work 
engagement, indicating how important it is to foster an open, dependable 
relationship in the workplace (Bargagliotti, 2011). Further to this, when leaders 
display transformational leadership behaviours, it leads to higher levels of work 
engagement (Salanova, Lorente, Chambel & Marti´nez, 2011b).  The relationship 
between trust and work engagement is mutually reinforcing and leads to an upward 
spiral effect (Hassan & Ahamed, 2011). Climate of trust leads to wide and diverse 
benefits for individuals who are engaged in particular organisations (Hassan & 
Ahamed, 2011). According to Dirks and Ferrin (2002) an increase in trust is a direct 
or indirect result of positive workplace behaviours and attitudes, such as 
organisational commitment and employees work engagement. 
 
2.2.3  Consequences of work engagement 
 
Organisational behaviour researchers have deliberated work engagement as 
independent, dependent and moderating variables in various studies (Harter, 
Schmidt & Hayes, 2002). 
 
2.2.3.1 Work engagement as an independent variable 
 
Harter et al. (2002) found that levels of work engagement were positively associated 
with business-unit performance (e.g. customer satisfaction and loyalty, unit 
profitability, unit productivity, turnover levels and safety) in almost 8,000 business 
units within 36 organisations. Salanova, Agut and Peiro (2005), in a study of front-
line service workers and their customers, reported that work engagement predicted 
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service climate, which in turn predicted employee performance and then customer 
loyalty. Schaufeli and Salanova (2007), based on their review of the work 
engagement literature, established that work engagement is associated with positive 
employee attitudes, proactive job behaviours, higher levels of employee 
psychological well-being, and increased individual job and organisational 
performance. In a study conducted by Burk and El-Kot (2010), work engagement 
was found to have fairly reliable, but moderate, relationship with several work 
outcomes and indicators of psychological well-being. Work engagement, according 
to Burk and El-Kot (2010), has potentially positive consequences for both employees 
and their employing organisations.   
 
Work engagement has been empirically shown to be a better predictor of 
performance and commitment than staff satisfaction (Harter et al., 2002). Further to 
this, work engagement is a positive, satisfying and motivational state of well-being at 
work (Burk & El-Kot, 2010). This concurs with Robinson et al. (2004) in that work 
engagement is seen as a positive employee attitude towards the organisation and its 
values. Engaged employees have more energy, are more job involved and more 
strongly identified with their work (Leiter & Bakker, 2010).  
 
A diary study repeated over five consecutive days reported that higher levels of work 
engagement among fast food employees were associated with higher levels of 
financial returns (Xanthopoulou et al., 2007). Quantitative studies regarding the links 
between work engagement and actual job performance show that work engagement 
is related to performance, where employees’ levels of work engagement had a 
positive impact on customer satisfaction (Salanova et al., 2005). 
 
2.2.3.2 Work engagement as a dependent variable 
 
In a research study, Schaufeli and Bakker (2004) found support for the job demands-
resources model in that job demands (workload, emotional demands) were positively 
related to burnout, but not to work engagement, and job resources (social support, 
supervisor coaching, feedback) were positively related to work engagement and 
negatively related to burnout. In addition, burnout fully mediated the impact of job 
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resources on health problems, and work engagement mediated the effect of job 
resources on turnover intention (Schaufeli & Bakker, 2004).   
 
Mauno et al. (2005) in a study of subjective job insecurity among either permanent or 
fixed-term employees, reported lower work engagement among permanent 
employees. Mauno et al. (2005) also found different predictors of work engagement 
in different organisation sectors. Demerouti, Bakker, Nachreiner and Schaufeli 
(2001), in a study of employees from an insurance company, reported that high job 
demands and high control were associated with higher work engagement. Mauno et 
al. (2005) also reported an association of high time pressures with higher levels of 
work engagement. 
 
2.2.3.3 Work engagement as a moderating variable 
 
Leiter and Harvie (1997) stated that in a study about large scale organisational 
change in a hospital setting it was reported that work engagement moderated the 
relationship of supportive supervision, confidence in management, effective 
communication and work meaningfulness and acceptance of the change. In a study 
regarding correspondence between supervisors and staff members during major 
organisational changes, Leiter and Harvie (1997) demonstrated supervisors’ 
confidence in the organisation, their work engagement and assessment of work 
hazards, contributed to predicting staff members’ work engagement, and supervisor 
cynicism and exhaustion contributed to staff member cynicism and professional 
efficacy. In a study conducted by Burk and El-Kot (2010), work engagement was 
found to have fairly consistent, but moderate, relationships with several work 
outcomes and indicators of psychological well-being. Engaged employees have 
more energy, are more job involved and more strongly identified with their work 
(Leiter & Bakker, 2010). According to Burk and El-Kot (2010), engaged employees 
will embrace more challenging work and apply more of their talents. Work 
engagement produces an upward spiral in which the rich get richer; in work terms, 
engaged workers invest more in their work, acquire more skills, and then commit 
themselves to even more challenging assignments which in turn leads to increasing 
levels of work engagement (Burk & El-Kot, 2010). 
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2.2.4  A model of work engagement 
 
The evidence regarding the antecedents and consequences of work engagement 
can be organised in an overall model of work engagement.  Bakker and Demerouti 
(2007) developed the Job Demands-Resources (JDR) model to be inclusive of work 
engagement. According to Hakanen et al. (2008, p.224) “the starting point of the 
JDR model is the assumption that regardless of the type of job, the psychosocial 
work characteristics can be categorised into two groups: job resources and job 
demands”. Job resources and job demands were discussed earlier within the 
literature review under antecedents of work engagement. The JDR model is 
portrayed below in Figure 2.1. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.1: The Job Demands-Resources model of work engagement (Source: Bakker 
& Demerouti, 2008) 
 
Bakker and Demerouti (2008) made two assumptions from the JDR model. The first 
assumption is that job resources such as social support from colleagues and 
supervisors, performance feedback, skill variety, and autonomy, start a motivational 
process that leads to work engagement, and consequently to higher performance 
(Bakker & Demerouti, 2008). The second assumption is that job resources become 
more significant and gain their motivational potential when employees are confronted 
with high job demands (e.g. workload, emotional demands, and mental demands). 
Bakker and Demerouti (2008) draw on the work of Xanthopoulou et al. (2007a, b, c), 
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who expanded the JDR model by showing that job and personal resources are 
mutually related, and that personal resources can be independent predictors of work 
engagement. Thus, employees who score high on optimism, self-efficacy, resilience 
and self-esteem are well able to mobilise their job resources, and generally are more 
engaged in their work (Bakker & Demerouti, 2008). 
 
Figure 2.1 illustrates that job resources and personal resources independently or 
combined predict work engagement. Further, job and personal resources particularly 
have a positive impact on work engagement when job demands are high (Bakker, 
2009). Work engagement, in turn, has a positive impact on job performance. Finally, 
employees who are engaged and perform well are able to create their own 
resources, which then foster work engagement again over time and create a positive 
spiral (Bakker, 2009). 
 
Organisational change may have an influence on the job resources and the intrinsic 
and extrinsic motivation caused by job resources mentioned by Bakker and 
Demerouti (2007).  Work engagement and job resources, according to various 
studies are related (Mauno et al., 2007; Schaufeli & Bakker, 2004). This suggests 
that untimely organisational change could have an impact on job resources, thereby 
affecting levels of work engagement. The researcher anticipates that work 
engagement could possibly impact the employees’ readiness to adapt to potential 
changing job resources due to organisational change.   
 
As mentioned earlier, if employees are not ready for change they may react 
negatively (Boohene & Williams, 2003). They could then possibly become 
disengaged, depending on whether the change negatively impacts job resources. 
This negative reaction is largely due to changes bringing about increased pressure, 
stress and uncertainty. Mangundjaya (2012) stated that all dimensions of work 
engagement will influence readiness to change. The higher the work engagement, 
the higher the readiness will be.  
 
The researcher anticipates that work engagement could impact the employees’ 
readiness to change towards potential changing job resources due to organisational 
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change. This assumption is presented in Figure 2.2 below and could possibly 
become evident in the outcome of this study.  
 
 
 
 
 
 
 
 
Figure 2.2: The possible relationship between work engagement and readiness to 
change.  
 
The next section will briefly discuss how organisations can develop work 
engagement.  
 
2.2.5  Developing work engagement 
 
From the above discussions a more holistic idea could be formulated regarding the 
concept of work engagement. It is essential to discuss how work engagement can be 
created and maintained within the workplace. Schaufeli and Salanova (2007) 
mentioned a number of ways to build work engagement. These include the following: 
matching individual and organisational needs; developing a meaningful 
psychological contract that links personal goals of individual employees with 
organisational resources; conducting surveys of employee demands and resources 
and their association with positive and negative outcomes; job redesign that reduces 
stressors and increases resources; leadership development that build a positive 
emotional climate in the workplace; and lastly, developing training programs that are 
targeted at both organisational health and individual well-being. 
 
Bakker (2009) concluded that the main drivers of work engagement are job and 
personal resources.  Bakker (2009) explains that job resources reduce the impact of 
job demands causing strain, are functional in achieving work goals, and stimulate 
personal growth, learning, and development.  
Job- and 
Personal 
Resources 
Work 
Engagement 
Readiness to 
change 
Confirmed influence 
(Bakker & 
Demerouti, 2007) 
Relationship to be 
tested within this study 
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The literature has discussed the concept of work engagement, the antecedents and 
consequences thereof, a model for work engagement and how to develop work 
engagement. To fully understand the concept of work engagement it is also 
important to understand the concept of employee disengagement.  
 
2.2.6  Employee disengagement 
 
According to Burnes (2005) organisational changes as a result of mergers, 
acquisitions, downsizing and restructuring leads to increased pressure on employees 
to work longer hours, take on greater responsibility and become more tolerable 
towards continuous change and ambiguity. Bhola (2010) mentioned that the problem 
becomes exaggerated when change agents fail to include the individual in the 
adaptation process and also fail to manage the process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged from their work and the 
organisation (Marks, 2007).  
 
According to Weiner and Roberta (2008) disengagement includes feelings of 
alienation or loss of identity with an organisation, group or team, resulting in the 
following outcomes: day-to-day decision making grinds to a halt as overall decisions 
from the top are awaited; employees feel that their security and future are 
threatened; employees no longer feel that they are a vital part of the company; 
worker morale plummets; and lastly, there are battle lines drawn in that there is an 
“us vs. them” stance that emerges where cultural, corporate, country and continental 
differences are magnified and feared (Weiner & Roberta, 2008).  
 
Bhola (2010) explained that restructuring associated with mergers invariably has a 
negative impact on employees in terms of job losses, job uncertainty, ambiguity and 
heightened anxiety, emotions which are not necessarily offset by any organisational 
benefits such as increased productivity and financial profits. Kotter (1996) called this 
a state of carnage resulting in wasted resources and burn-out. Further to this, Bhola 
(2010) explained that disengaged employees are more likely to leave an 
organisation. 
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Sustaining work engagement during and after organisational change can make a 
significant difference in retaining employees and increasing performance (Bhola, 
2010). It is important for change agents to consider work engagement as an integral 
part of the change process, that is, before, during and after change has taken place. 
It is also important for change agents to consider the relationship between certain 
demographic variables, such as age, gender, job category and race, and work 
engagement in the post-merged organisation.  
 
2.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS IN THE STUDY 
 
As mentioned before, the aim of the current study is to determine the relationship 
between readiness to change and work engagement. The present study will also 
endeavour to determine if there are correlations between readiness to change, work 
engagement, processes of change and climate of change.  
 
Mangundjaya (2012) conducted a study to determine if organisational commitment 
and work engagement are important in achieving individual readiness to change. 
From this study it was evident that both organisational commitment and work 
engagement have a positive correlation with individual readiness to change 
(Mangundjaya, 2012).   
 
Further to this, Mangundjaya (2012) believed that the higher the work engagement, 
the higher the readiness to change will be. The research conducted by Mangundjaya 
(2012) concurred with research done by Prasad (2014) in that organisational 
commitment, work engagement and individual readiness to change are positively 
correlated.  
 
Hung, Wong, Anderson and Hereford (2013) conducted a study to measure 
readiness to change and to determine the role of work engagement, ownership and 
participation in managing change.  This study identified that non-physicians (nurses, 
medical assistants and administration staff) that reported high levels of work 
engagement and ownership were significantly correlated with readiness to change 
(Hung et al., 2013). 
 
65 
 
A study conducted by Zayim (2010) identified that readiness to change and 
perceived organisational trust were significantly correlated with each other in a way 
that intentional-, emotional-, and cognitive readiness were all associated and 
contributed significantly in perceived organisational trust. The results also indicated 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  In a study conducted by Brummelhuis (2012) it was noted that 
leadership and quality of communication are positively related to the change 
process. As discussed earlier in the literature review, quality of change 
communication is a sub-construct of process of change which is a construct within 
the present study.  
 
According to Bargagliotti (2011) trust leadership is an antecedent of work 
engagement. Further to this, when leaders display transformational leadership 
behaviours, it leads to higher levels of work engagement (Salanova et al., 2011b). 
The next section will discuss the proposed model and hypotheses for the present 
study.   
 
2.5  PROPOSED MODEL, RESEARCH QUESTIONS AND HYPOTHESES 
 
The proposed model was constructed from the research questionnaire utilised as 
well as the literature review from the current study. The current study’s research 
questionnaire was composed of two separate questionnaires namely the 
Organisational Change Questionnaire–Climate of Change, Processes, and 
Readiness (OCQ–C, P, R) and the Utrecht’s Work Engagement Scale (UWES). 
These questionnaires will be discussed within chapter three. The proposed model is 
illustrated in Figure 2.3 below: 
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Figure 2.3: Proposed model  
 
As identified by Bouckenooghe et al. (2009), climate of change and process of 
change were tapped as antecedents of readiness to change.  Process of change, 
within the current study, will be measured by the following sub-constructs: (1) 
participation, (2) support by supervisors, (3) attitude of top management, and (4) 
quality of change communication. Figure 2.3 illustrates that the arrows are flowing 
from process of change to the sub-constructs which implies that process of change 
will be measured by the before mentioned sub-constructs.  
 
In the OCQ-C,P,R climate of change is measured by trust in leadership, cohesion 
and politicking. However, the current study will only focus on the trust in leadership 
component. The reasons for this will be discussed within chapter three.   
 
As can be seen from Figure 2.3 the arrows are flowing from process of change and 
trust in leadership towards readiness to change. The researcher anticipates that the 
outcome of this study will possibly reveal a relationship between process of change 
and readiness to change as well as a relationship between trust in leadership and 
readiness to change.  
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Work engagement is an integral part of the change process, that is, before, during 
and after change has taken place (Bhola, 2010). As work engagement is an 
important part in the change process it could possibly have an influence on 
readiness to change and was therefore added to the proposed model. This is 
indicated in Figure 2.3 and is illustrated by the arrows flowing from work engagement 
towards the readiness to change construct.  
 
Work engagement is measured by utilising the UWES which incorporates the three 
sub-constructs of work engagement namely vigour, dedication and absorption. 
Therefore, the arrows are flowing from work engagement to the three sub-constructs 
as can be seen in Figure 2.3.   
 
Readiness to change is conceived as a multifaceted concept that comprises an 
emotional dimension of change, a cognitive dimension of change and an intentional 
dimension of change (Bouckenooghe et al., 2009). The model illustrates that the 
three dimensions/sub-constructs of readiness to change (emotional, cognitive and 
intentional) will possibly measure the respondents’ readiness to change within an 
organisation. Therefore, the arrows are flowing from readiness to change towards 
the sub-constructs. The relationships anticipated within the proposed model will be 
tested and discussed within the results chapter.  
  
2.5.1  Research hypotheses 
 
The primary aim of this study is to contribute to the body of knowledge on readiness 
to change readiness and work engagement by investigating the relationship between 
the two constructs during change processes within a mid-tier accounting firm. It is 
anticipated that by determining the latter relationships, the mid-tier accounting firm 
will receive valuable information on how the integration processes impacted their 
organisation members and how to approach future integration procedures. With the 
objectives in mind and the proposed model discussed, the following alternative 
hypotheses were formulated:  
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Table 2.5: Alternative Hypotheses 
H1-1   
There is a significant relationship between readiness to change and the 
demographic variables. 
H1-1a  
There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
H1-2  
There is a significant relationship between work engagement and the 
demographic variables. 
H1-2a 
There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
H1-3 
There is a significant relationship between process of change and the 
demographic variables. 
H1-3a 
There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables. 
H1-4  
There is a significant relationship between trust in leadership and the 
demographic variables. 
H1-5 
There is a significant relationship between readiness to change and work 
engagement. 
H1-5a   
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of work engagement. 
H1-6  
There is a significant relationship between readiness to change and 
process of change. 
H1-6a 
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of process of change. 
H1-7 
There is a significant relationship between readiness to change and trust 
in leadership. 
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H1-7a 
There is a significant relationship between the sub-constructs of 
readiness to change and trust in leadership. 
H1-8 
There is a significant relationship between work engagement and 
process of change. 
H1-8a 
There is a significant relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
H1-9 
There is a significant relationship between work engagement and trust in 
leadership. 
H1-9a 
There is a significant relationship between the sub-constructs of work 
engagement and trust in leadership. 
H1-10 
There is a relationship between process of change and trust in 
leadership. 
H1-10a 
There is a significant relationship between the sub-constructs of process 
of change and trust in leadership. 
 
2.5  CONCLUSION 
 
As mentioned in Chapter 1, the motivation for this study is based on the notions that 
organisations need to determine the readiness to change of its members before 
embarking on change processes, as this could lead to the success or failure of 
planned change. A further motivation of the current study is to explore the 
relationship between readiness to change and work engagement during a change 
process within an organisation. Mangundjaya (2012) stated that all dimensions of 
work engagement will influence readiness to change. 
 
The literature review has introduced the constructs under scrutiny. It has also 
become clear that organisations need to ensure they have created readiness to 
change amongst its members for change to be successful. The literature review has 
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also revealed the importance of work engagement within an organisation and how it 
can be developed.  
 
From the literature review the researcher has already identified a theoretical link 
between readiness to change and work engagement. Organisational change might 
have an influence on the job resources and the intrinsic and extrinsic motivation 
caused by job resources, mentioned by Bakker and Demerouti (2007). Work 
engagement and job resources, according to various studies (Mauno et al., 2007; 
Schaufeli & Bakker, 2004) are related. Therefore, organisational changes that occur 
could have an impact on work engagement. As mentioned earlier, if employees are 
not ready for change they may react negatively (Boohene & Williams, 2003), and 
could possibly become disengaged, depending on whether the change negatively 
impacts job resources. Further to this, Mangundjaya (2012) stated that the higher the 
work engagement, the higher the readiness to change will be. The next chapter will 
focus on the methodology utilised within this study.  
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CHAPTER 3 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
 
The aim of this study was to acquire a better comprehension of the relationship 
between readiness to change and work engagement within a mid-tier accounting firm 
in South Africa. The previous chapters provided an understanding of readiness to 
change and work engagement and familiarised the readers with the background to 
the study. The hypotheses of the current study were constructed based on the 
proposed model and the literature review discussed in the previous chapters. Further 
to this, the current chapter will discuss the sample compositions, measuring 
instrument construction, reliability of the instruments, as well as data collection and 
analysis of the current study.  
 
3.2 POPULATION AND SAMPLE 
 
The study was conducted within a mid-tier accounting firm in South Africa. There are 
currently twelve offices across South Africa (R. Williams, personal communication, 
July 23, 2014). The word mid-tier is used to describe a company or organisation that 
is neither very big nor very small when compared to other establishments of the 
same nature (Cambridge University Press, 2015). 
 
The population size consisted of employees and top management within the mid-tier 
accounting firm. The population of the mid-tier accounting firm is approximately 
N=990 (N. Solomon, personal communication, February 2, 2015). When conducting 
multivariate statistical analyses the sample size should be large (Maholtra, 2007).  
According to Osborne and Costello (2004), five respondents per item are 
conventionally required when conducting statistical analyses. Therefore a sample 
size of approximately 400 was aimed for.  All the staff within the mid-tier accounting 
firm across South Africa were sent an electronic survey to complete and 340 
responses were received, indicating a response rate of approximately 34 percent. 
Although this response rate is less than anticipated, the responses received are still 
good enough to produce adequate results for the current study (Osborne & Costello, 
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2004;  D. Venter, Personal Communication, May 26, 2015). The demographics of the 
sample are presented in Table 3.1 below. 
Table 3.1: Demographic variables (n=340) 
DEMOGRAPHIC VARIABLES FREQUENCY PERCENTAGE 
GENDER   
Male 144 42 
Female 196 58 
LANGUAGE    
English 189 56 
Afrikaans 116 34 
Xhosa 15 4 
Other African 20 6 
JOB CATEGORY   
Top Management 51 15 
Middle Management 120 35 
Trainee Accountant 88 26 
Administration 76 22 
Other 5 1 
RACE   
White 204 60 
African 42 12 
Coloured 57 17 
Indian 37 11 
OFFICE   
Kimberley 7 2 
Pretoria 42 12 
Kathu 3 1 
Paarl 6 2 
Plettenberg Bay 3 1 
George 17 5 
East London 18 5 
Bloemfontein 14 4 
Port Elizabeth 60 18 
Johannesburg 53 16 
Durban 21 6 
Cape Town 95 28 
AGE    
20 – 29 165 49 
30 – 39 92 27 
40 – 49 43 13 
50 – 59 39 11 
 
A large portion of the sample was represented by females (58%) whereas males 
comprised 42 percent of the sample. It is apparent that more than half of the sample 
was English speaking (56%) and 36 percent were Afrikaans speaking. Other 
African/Xhosa speaking respondents represented 10 percent of the sample.  
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For ease of interpretation the job categories (as seen in Appendix C) were combined 
into the following groups: (1) Top management comprises of partners and senior 
managers; (2) Middle management comprises of seniors, supervisors and 
managers; (3) Trainee accountants remained in their own group as they could not be 
combined with another job category due to nature of the job being fixed-term in 
duration and very specific in nature; (4) Administration consists of administrators and 
assistants. The category represented by other could not be combined with another 
category as the researcher could not identify the jobs listed by the respondents and 
is represented by 1 percent of the sample. The latter is minimal and therefore can be 
discarded from the study.   
 
Middle management (35%) represents a large portion of the sample, whilst trainee 
accountants represented 26 percent of the sample and 22 percent of the 
respondents fell into the category of administration. 
 
A large portion of the sample was comprised by the white race group. The other race 
groups were represented by much smaller percentages of the sample.  
 
It is apparent that the Cape Town office (28%) had the largest number of responses. 
The Port Elizabeth office was represented by 18 percent of the sample and 
Johannesburg and Pretoria were represented by 28 percent of the sample. The 
remainder of the offices have smaller representation in the sample. This could 
possibly be due to the fact that those offices have a smaller staff headcount than 
Cape Town, Port Elizabeth, Johannesburg and Pretoria.  
 
From Table 3.1 it is evident that 49 percent of the sample were between the ages 20 
– 29. Twenty-seven percent of the sample fell into the age category of 30 – 39. 
Thirteen percent of the sample were between the ages of 40 – 49 and 11 percent of 
the sample were between the ages 50 – 59.  
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3.3  MEASURING INSTRUMENTS 
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). These 
questionnaires will be outlined below.  
 
It should be noted that the researcher is aware that the combined scale length could 
potentially have an influence on the response rate. According to Anderson (2010) 
survey length has been found to influence response rates, although findings are 
mixed. Deutskens, Ruyter, Wetzels and Oosterveld (2004) explained that shorter 
surveys had higher response rates, but longer surveys still generated a “surprisingly 
high response” rate. This is possibly because it is more difficult for respondents to 
estimate how long an online survey will take (Deutskens et al., 2004). 
 
3.3.1 Organisational Change Questionnaire–Climate of Change, Processes, 
and Readiness; (OCQ–C, P, R) 
 
The OCQ–C, P, R, developed by Bouckenooghe et al. (2009), is a psychometrically 
sound diagnostic instrument that incorporates three separate questionnaires aimed 
at measuring the following: (1) the climate of change or internal change context (C), 
(2) the process of change (P), and (3) readiness to change (R). This instrument was 
designed to measures the circumstances under which change embarks (i.e., climate 
of change or internal context), the way a specific change is implemented (i.e., 
process), and the level of readiness at the individual level.  
 
The results from the OCQ–C, P, R can serve as a guide for developing a strategy for 
the effective implementation of change (Bouckenooghe et al., 2009). The instrument 
encompasses the following 10 dimensions: (a) quality of change communication, (b) 
participation, (c) attitude of top management, (d) support by supervisors, (e) trust in 
leadership, (f) cohesion, (g) politicking, (h) emotional readiness to change, (i) 
cognitive readiness to change, and (j) intentional readiness to change 
(Bouckenooghe et al., 2009).  
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The 10 dimensions cover the complex mix of change by including the context of 
change (i.e., climate of change), the process of change and the reaction toward 
change (i.e. readiness to change) (Armenakis & Bendeaim, 1999). The researcher 
could not source evidence regarding South African context utilisation of this 
questionnaire; however this questionnaire has been utilised for studies measuring 
organisational change. It has also been found that components of the questionnaire 
have been used to assist in developing tailored measuring instruments for studies 
measuring innovative management and innovative organisational climates (Bullock, 
2005; Chou, Shen, Hisao & Chen, 2010). 
 
Quality of change communication, participation, attitude of top management toward 
organisational change and support by supervisors all pertain to how change is dealt 
with (i.e., process). Climate of change refers to the internal context of change and 
involves trust in leadership, cohesion and politicking (Bouckenooghe et al., 2009). 
Readiness to change is a multifaceted attitude towards change, comprising of 
emotional, cognitive and intentional readiness to change (Bouckenooghe et al., 
2009).  
 
According to Bouckenooghe et al. (2009), the item generation process for the 10 
dimensions resulted in 63 items. Bouckenooghe et al. (2009) explained that three 
independent field studies were conducted to further examine the reliability and 
validity of these scales. The results from these field studies indicated that the 
intended factor structure of twelve dimensions did not emerge; however, the 11 
factors that emerged can be useful in an organisational setting. The measures used 
to scrutinise the reliability and validity were satisfied (Bouckenooghe et al., 2009). 
These findings suggested that the OCQ–C, P, R met the standards of a 
psychometrically sound measurement instrument (Bouckenooghe et al., 2009).  
 
Table 3.2 below illustrates the reliability coefficients for process of change, climate of 
change and readiness to change. The reliability of these constructs were determined 
by utilising Cronbach’s Alfa reliability measure (Bouckenooghe et al., 2009). 
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Table 3.2:  Cronbach's alpha coefficients for OCQ–C, P, R (Bouckenooghe et al., 
2009). 
CONSTRUCT ALPA 
Process of change  
Quality of change communication 0.88 
Support by supervisors 0.82 
Participation 0.79 
Attitude of top management 0.73 
Climate of change  
Trust in leadership 0.79 
Cohesion 0.74 
Politicking 0.68 
Readiness to change  
Emotional readiness 0.70 
Intentional readiness 0.89 
Cognitive readiness 0.69 
 
From Table 3.2 it is evident that all sub-constructs for this questionnaire 
demonstrates adequate reliability which suggests that there is internal consistency 
(Bouckenooghe et al., 2009).  
A panel of 10 judges examined the content validity of the 63 items (Bouckenooghe et 
al., 2009).  Results from content validity indicated that the pool of items comprised 
items with more general content and items that were specifically designed toward 
measuring the perception of an ongoing company- or department-specific change 
process (Bouckenooghe et al., 2009). It was found that the context factors (i.e., trust 
in leadership, politicking and cohesion) have a general content, whereas the process 
factors (i.e., quality of change communication, participation, attitude of top 
management, support by supervisors) and the readiness variables were a mixture of 
general and change-specific items. It is essential to take the difference into 
consideration for further validation of the questionnaire. The questionnaire was 
specifically developed by taking into account the feedback from the panel that some 
items had a more general character, whereas others had a more change-specific 
character (Bouckenooghe et al., 2009).   
 
Factor analysis was conducted on the climate of change, process of change and 
readiness to change items separately. Bouckenooghe et al. (2009) factor analysed 
22 items for climate of change, 26 items for process of change and 15 items for 
readiness to change by using principal axis factoring and direct oblimin rotation 
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(Conway & Huffcutt, 2003). An example of a climate of change item is “if I make 
mistakes, my manager holds them against me”. An example of a process of change 
item is “information provided on change is clear”. “Time flies when I am working” is 
an example of one of the readiness to change items. Respondents were asked to 
indicate their level of agreement with the items by using a 5-point Likert-type scale 
ranging from 1 (strongly disagree) to 5 (strongly agree).  
Exploratory factor analysis (EFA) was performed to empirically check the 
discernment of the battery.  A three factor solution was forced with a direct oblimin 
rotation to simplify the interpretation of the factors. Together, these three factors 
explained 43 percent of the total variance (Bouckenooghe et al., 2009). According to 
Bouckenooghe et al. (2009) the extraction of factors resulted from the scree plot 
examination and the eigenvalues greater than one criterion check. “The preliminary 
findings of the pilot study and content validity study were confirmed. Of the 22 
internal context items, 4 were omitted because their primary loadings were less than 
0.40 on their targeted factor or had high secondary loadings on other factors 
(Bouckenooghe et al. 2009, p.571)”.  
Because the climate of change, process of change, and readiness to change scales 
showed adequate reliability and validity, there is no need to fully administer the 
questionnaire (Bouckenooghe et al., 2009). For example, if someone is only 
interested in the general context under which change occurs, only the internal 
context items could be administered without jeopardising the psychometric quality of 
these scales. Therefore, this instrument can be combined with other scales to 
assess change recipients’ beliefs about change. Permission to utilise this instrument 
for research purposes was obtained from the developers/publishers of the scale. 
As discussed previously, climate of change is measured by (1) trust in leadership, 
politicking and cohesion. Process of change is measured by (1) quality of change 
communication, (2) participation, (3) support by supervisors, and (4) attitude of top 
management. Readiness to change is measured by (1) emotional readiness, (2) 
cognitive readiness, and (3) intentional readiness (Bouckenooghe et al., 2009). 
These constructs and sub-constructs were discussed within the literature review of 
the current study.  
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The researcher only included the sub-construct of trust in leadership from the climate 
of change construct in the current study’s questionnaire. Trust in leadership will be 
seen as a construct on its own within the current study and not a sub-construct of 
climate of change and will be measured by 3 items. This could possibly have an 
impact when analysing this construct. The reliability of this sub-construct is covered 
further in this chapter.  Results obtained from the trust in leadership construct will 
yield valuable results for future change implementation within the mid-tier accounting 
firm. An example of this item is, “if I make mistakes, my manager holds them against 
me”.  
 
According to Bouckenooghe et al. (2009) trust in leaderships presented a Cronbach 
alpha of 0.79 indicating that the construct is reliable (Malhotra, 2007). Even though 
the construct is reliable as per Bouckenooghe et al. (2009), after analysing the data 
for the current study, this item could possibly be excluded from the overall results 
and will be mentioned under the shortcomings of the study.  
 
The reason for only utilising trust in leadership from the climate of change construct 
was to shorten the length of the instrument. Furthermore, politicking and cohesion 
were not deemed as essential components to measure by the researcher. This 
notion was supported by the mid-tier accounting firm under scrutiny (L. Fourie, 
personal communications, March, 2015). These sub-constructs could be included in 
future research.  
 
To conclude, because the items and scales of the OCQ-C,P,R were designed and 
tested in organisations just before and during the implementation of change, 
Bouckenooghe et al. (2009) recommend administering this tool under similar 
conditions of change (stages before and during implementation). By utilising this 
questionnaire possible gaps can be identified between change agents’, managers’, 
and human resource management professionals’ expectations about the change 
effort and those of other organisational members (Bouckenooghe et al., 2009). 
Within the current study the instrument was not administered before change but only 
administered during change implementation. Therefore, a possible shortcoming of 
the study would be that the researcher did not administer the instrument before and 
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after change. However, the results from the study would still reveal a possible guide 
for developing a strategy for the effective implementation of change within the mid-
tier accounting firm in future.   
 
3.3.2 Utrecht’s Work Engagement Scale (UWES) 
 
The current study utilises the UWES to measure the work engagement of the staff 
within the mid-tier accounting firm. The UWES includes the three constituting 
aspects of work engagement: vigour, dedication and absorption.  
 
Originally, the UWES included 24 items of which the vigour-items (9) and the 
dedication-items (8) for a large part consisted of positively rephrased Maslach 
Burnout Inventory items (Schaufeli et al., 2002a). These reformulated Maslach 
Burnout Inventory items were supplemented by original vigour and dedication items, 
as well as with new absorption items to constitute the UWES-24. After psychometric 
evaluation in two different samples of employees and students, seven items 
appeared to be unsound and were therefore eliminated so that 17 items remained 
(Schaufeli et al., 2002a).  
 
The 17-item scale measures absorption, vigour and dedication.  Respondents were 
asked to indicate their level of agreement with the items by using a 5-point Likert-
type scale ranging from 1 (strongly disagree) to 5 (strongly agree).  Vigour consisted 
of six items and an example of this is, “At my work, I feel bursting with energy.” 
Dedication was composed of five items and “I am proud of the work that I do” is an 
example of one such item. Absorption is composed of six items and one such 
example is, “When I am working, I forget everything else around me.”  
 
Psychometric evaluations also illustrated satisfactory validity and reliability of the 
UWES (Schaufeli & Bakker, 2003). The internal consistency of the UWES is 
respectable and displays Cronbach’s alphas ranging from 0.80 to 0.90 in a number 
of studies (Schaufeli & Bakker, 2004, Schaufeli et al., 2002).  
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According to Schaufeli, Bakker and Salanova (2006) the UWES can be used as an 
impartial instrument to measure work engagement because its equivalence is 
acceptable for different racial groups. Furthermore, confirmatory factor analyses 
have supported the three-dimensional structure of the UWES, and it identifies that 
the dimensions are very closely related (Schaufeli et al., 2006).  
 
According to Schaufeli and Bakker (2010) different European studies reported that 
the factor structure of the UWES-17 remained invariant across different national 
samples. Goliath-Yarde and Roodt (2011) explain that although organisations use 
the UWES-17 widely in South Africa, only two studies reported validation results. 
These are the Storm and Rothmann (2003) and the Barkhuizen and Rothmann 
(2006) studies.  
 
Both studies referred to challenging items in the instrument and that these items 
need to be examined carefully and improved for South African samples (Storm & 
Rothmann, 2003; Goliath-Yarde & Roodt, 2011). This implies that the wording of 
certain items needs modifying to make them more appropriate for a specific context. 
These findings show potential item bias or differential item functioning in respect of 
the UWES-17 (Goliath-Yarde & Roodt, 2011). Permission for free use of the UWES 
for non-profitable research is granted by Schaufeli and Bakker (2003).  
 
3.4  DATA COLLECTION 
 
The researcher had to obtain the necessary permission from the Board of Partners 
within the mid-tier accounting firm before the study could take place. A document 
explaining and outlining the importance of the study was sent to the relevant parties 
and permission to conduct the study was granted.  An example of this document can 
be found in Appendix A. Further to this, the study received ethics clearance and 
approval from NMMU’s ethics committee. The ethics number for the current study is 
H-15-BES-IOP-003.  Before the researcher could administer the questionnaire, it 
was essential to do a pilot study to ensure that the link to the questionnaire was 
accessible from the mid-tier accounting firm’s server. It was also important to ensure 
that the respondents understood the items stated within the questionnaire. The link 
was tested and all the respondents involved in the pilot study confirmed that they 
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understood the items stated in the questionnaire, the link to the questionnaire was 
working and the respondents could complete and submit the questionnaire easily.  
The Human Resources department at the firm, with the help of the organisation’s 
marketing department, distributed the email with the questionnaire link to all staff in 
the mid-tier accounting firm across South Africa. This link was incorporated as part of 
an email explaining the purpose of the study and highlighted the authorisation from 
the mid-tier accounting firm supporting the study.  The latter is aligned with the APA's 
Ethics Code which explains that participants should be informed about the purpose 
of the research (Smith 2003). The latter email can be viewed in Appendix B. The use 
of electronic questionnaires has both advantages and disadvantages which will be 
discussed in the sections below.  
 
3.4.1  Advantages of using electronic questionnaires 
 
Collecting data online does not cost a lot of money due to low overheads (Gingery, 
2011).  According to Wright (2006), the use of online questionnaires eliminates the 
need for paper and other costs, such as those incurred through postage, printing, 
and data entry. 
 
The respondents input their own data and it is automatically stored electronically 
(Gingery, 2011).  Analysis thus becomes easier and can be streamlined, and is 
available immediately (Gingery, 2001). Wright (2006) stated that responses to online 
questionnaires can be transmitted to the researcher immediately via email, or posted 
to an HTML document or database file. This allows researchers to conduct 
preliminary analyses on collected data while waiting for the desired number of 
responses to accumulate. 
Rapid deployment and return times are possible with online questionnaires that 
cannot be attained by traditional methods (Gingery, 2011). Wyse (2012) mentioned 
that electronic questionnaires can be developed in less time compared to other data-
collection methods.  
Furthermore, the use of electronic questionnaires is convenient for respondents.  
Respondents can answer questions at their own time and pace (Gingery, 2011).  
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Respondents may be more willing to share personal information because they are 
not disclosing it directly to another person.  Interviewers can also influence 
responses in some cases (Gingery, 2011). 
 
3.4.2  Disadvantages of using electronic questionnaires 
 
A disadvantage of using electronic questionnaires is that certain populations are less 
likely to have internet access and to respond to online questionnaires (Gingery, 
2011).  
 
Although electronic questionnaires in many fields could achieve response rates 
equal to or slightly higher than that of traditional modes, internet users today are 
constantly bombarded by messages and can easily delete  emails sent to them 
(Gingery, 2011). Further to this Boyer, Olsen and Jackson (2001) explain that one 
cannot be sure if the email has been delivered or received.  
 
A lack of a trained interviewer to clarify and probe can possibly lead to less reliable 
data (Gingery, 2011). Wyse (2012) mentioned that respondents may not feel 
encouraged to provide accurate and honest answers. 
 
When weighing up the advantages and the disadvantages, the researcher decided to 
use electronic questionnaires because it is convenient for respondents to respond to 
an electronic questionnaire and the low cost involved. Data collection is also easier 
to obtain.  The email sent to respondents stipulated that participation is voluntary and 
respondents could opt out at any stage by simply exiting the questionnaire. When 
respondents clicked on the link to the questionnaire they provided their consent. The 
respondents’ email addresses were not recorded which created anonymity and 
confidentiality.  
 
Once the email with the link to the questionnaire had been sent out, the respondents 
were given one work week to respond. However, the researcher extended the period 
in which the questionnaire was open, for an additional two work weeks whereby 
reminder emails were sent out encouraging staff to participate. The Human 
Resource managers in the various offices across South Africa in the mid-tier 
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accounting firm also sent out reminders to staff encouraging participation. The 
reminders increased the participation rates.  
 
3.5  DATA ANALYSIS 
 
Cronbach’s alpha coefficients were calculated for each of the constructs and sub-
constructs to estimate the internal consistency between the items and to confirm the 
reliability of the measuring instruments (Malhotra, 2007). Malhotra (2007) explains 
that an important property of Cronbach’s alpha coefficients is that its value tends to 
increase with an increase in the number of construct items.  
 
Pearson’s product-moment correlation measures the linear relationship between 
variables (Hauke & Kossowski, 2011). The current study calculated Pearson’s 
product-moment correlation coefficients to determine relationships between all the 
constructs and the sub-constructs within the present study. 
 
Analysis of variance (ANOVA) is a statistical method used to test differences 
between two or more means and used to test general rather than specific differences 
among means (Lane, 2013). ANOVA was applied in the current study to calculate 
the possible influence of demographic variables on work engagement, readiness to 
change, process of change and trust in leadership as well as to determine if these 
demographic variables can account for any significant differences (Malhotra, 2007). 
ANOVA was also applied to the sub-constructs within the current study. T-tests were 
applied when there were two variables in the comparison. The t-test assesses 
whether the means of two groups are statistically different from each other (Trochim, 
2006). 
 
Scheffé tests were used to make pairwise comparisons of all the treatment means 
(Malhotra, 2010). Howell (2010) concurs that the Scheffé test is specifically designed 
for the situation in which post hoc comparisons involve more than pairwise 
differences. Cohen’s d is one of the most common ways to measure the size of an 
effect. In the current study Cohen’s d was utilised to indicate the relative strength of 
the relationships (Bowels, 2010). 
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Structural Equation Modelling (SEM) is a very general statistical modelling 
technique, which is widely used in the behavioural science and can be viewed as a 
combination of factor analysis and regression analysis (Hox & Bechger, 1998).  SEM 
was utilised to evaluate the relationships among the set of variables used in the 
model proposed in this study. Confirmatory factor analysis (CFA) is a statistical 
technique used to verify the factor structure of a set of observed variables (Suhr, 
n.d). CFA is a multivariate statistical procedure that is used to test how well the 
measured variables represent the number of constructs (Statistics Solutions, 2012).  
Further to this, CFA is a mechanism that is used to confirm or reject the 
measurement theory (Statistics Solutions, 2012). Within the current study CFA was 
carried out to examine the fit of the measurement model. MS Excel applications and 
Statistica version 12 was applied to analyse the descriptive statistics and inferential 
statistics. AMOS version 23 was utilised to conduct the CFA and SEM.   
 
3.6  RELIABILITY 
 
Table 3.3 below summarises the reliability coefficients of overall work engagement, 
process of change, trust in leadership and readiness to change constructs.  The 
reliability of these constructs were determined by utilising Cronbach’s Alfa reliability 
measure.  
 
Table 3.3: Cronbach's alpha coefficients for the factors (n = 340) 
CONSTRUCT SUB CONSTRUCT ALPHA 
Readiness to change  
Emotional readiness 0.72 
Cognitive readiness 0.74 
Intentional readiness 0.92 
TOTAL 0.74 
Process of change 
Quality of change communication 0.94 
Participation 0.90 
Attitude of top management 0.91 
Support by supervisors 0.83 
TOTAL 0.86 
Work Engagement 
Absorption 0.78 
Dedication 0.87 
Vigour 0.84 
TOTAL 0.80 
Trust in leadership 0.61 
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According to D. Venter a Cronbach coefficient alpha of < 0.7 signifies that a measure 
is reliable (personal communication, July 1, 2015). Even though 0.60 is seen as 
adequate in exploratory research only, Malhotra (2010) has identified that this is a 
suitable indicator of reliability. It is evident from Table 3.3 that all constructs utilised 
in the questionnaire demonstrate adequate reliability, suggesting that there is 
internal consistency.    
Table 3.3 illustrates that the trust in leadership construct has a Cronbach’s 
coefficient alpha of 0.61, signifying that this measure is somewhat reliable. This 
construct has the lowest reliability of all the constructs, however this may be 
attributable to the notion that this construct only contains three items. As the number 
of items that measure a construct increases, reliability is also likely to increase 
(Malhotra, 2010). 
 
3.7  MEASUREMENT MODEL FIT 
 
CFA was carried out to examine the fit of the measurement model, which was 
optimised using the modification indices reported in AMOS. Modification indices offer 
suggested remedies to discrepancies between the proposed and estimated model 
(Hair et al., 2006). The optimisation consisted of adding covariances between 
indicated error terms of the items (D. Venter, personal communication, July 14, 
2015).  
 
The metrics illustrated in Table 3.4 below are extracted from Schreiber, Stage, Kind, 
Nora and Barlow (2006), Hair et al. (2006) and D. Venter (personal communication, 
July 1, 2015). If the indices meet or exceed the metrics mentioned in Table 3.4 
below, it will identify if there is an adequate data fit with the measurement model. 
Goodness of fit is inversely related to sample size and the number of variables in the 
model (Schreiber et al., 2006; Hair et al., 2006). 
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Table 3.4: Indices for single fit model metrics 
Indices for single fit models Recommended 
metrics 
Chi-square ≤ 3 
Bentler-Bonnet Normed Fit Normed Index (NFI) ≥ .92 
Bentler Comparative Fit Index (CFI) ≥ .92 
Joreskog Adjusted GFI (AGFI) ≥ .95 
Root Mean Square Approximation (RMSEA) ≤ .08 
 
For comparing models, lower scores for Akaike Information Criteria (AIC) and 
Browne-Crudeck Criterion (BCC) is deemed more suitable (Shreider et al., 2006; 
Hair et al., 2006; D. Venter, personal communication, July 1, 2015). CFA was not 
conducted for trust in leadership as this construct was only measured by three items 
(D. Venter, personal communication, July 1, 2015). In order to conduct CFA there 
needs to be more than three items that measure a construct “to provide minimum 
coverage of the construct's theoretical domain” (Hair et al., 2006, p.676; D. Venter, 
personal communication, July 1, 2015). The CFA results for work engagement can 
be seen in the table below. 
 
Table 3.5:  Results for CFA for work engagement (17 items) 
Indices for single fit models Value 
Chi-square 1.63 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.97 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.92 
Root Mean Square Approximation (RMSEA) 0.043 
Akaike Information Criterion (AIC) 284.086 
Brown-Crudeck Criterion (BCC) 294.628 
 
As seen from Table 3.5 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.92 which is below the recommended 
0.95 as indicated in Table 3.5. Although not far off from the recommended metrics, it 
is still deemed as a conservative model fit. Further to this, Malhotra (2007) states 
that ≥ 0.90 is a good fit. The CFA for work engagement is an acceptable model fit 
with the data. The CFA results for process of change can be seen in Table 3.6 
below. 
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Table 3.6: Results for CFA for process of change (29 items) 
Indices for single fit models Value 
Chi-square 1.75 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.94 
Bentler Comparative Fit Index (CFI) 0.97 
Joreskog Adjusted GFI (AGFI) 0.86 
Root Mean Square Approximation (RMSEA) 0.047 
Akaike Information Criterion (AIC) 791.381 
Brown-Crudeck Criterion (BCC) 873.711 
 
As seen from Table 3.6 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.86 which is below the recommended 
0.95 which points to a conservative model fit. As all the indices, apart from Jorkskog 
AGFI, display an acceptable fit, the researcher concludes that the CFA results for 
process of change indicate a conservative model fit with the data. The CFA results 
for readiness to change can be seen in Table 3.7 below. 
 
Table 3.7: Results for CFA for readiness to change (13 items) 
Indices for single fit models Value 
Chi-square 1.60 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.98 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.94 
Root Mean Square Approximation (RMSEA) 0.042 
Akaike Information Criterion (AIC) 116.672 
Brown-Crudeck Criterion (BCC) 171.238 
 
Table 3.7 illustrates that Joreskog AGFI is 0.94 and the recommended metric is 0.95. 
There is a small percentage difference from the recommended metric. This points to 
a satisfactory fit. The other indices illustrated in Table 3.7 are all above the 
recommended metrics therefore, the CFA results for readiness to change is 
considered to be an acceptable model fit with the data.  
 
3.8  CONCLUSION 
 
This chapter summarised the research methodology utilised in the study. The 
composition of the sample and the measuring instrument were examined.  Data 
gathering and analysis procedures were discussed. The measuring instrument 
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utilised demonstrated adequate reliability. For the purpose of the current study the 
measurement model was investigated through applying CFA for the purpose of the 
current study. The results from CFA suggested that there was a good model fit with 
the data. The following chapter will outline and present the results obtained in the 
current study.  
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CHAPTER 4 
RESULTS 
 
4.1  INTRODUCTION 
 
As specified in Chapter 1, the main aim of this study is to examine the relationships 
between readiness to change and work engagement within a mid-tier accounting 
firm.  In the previous chapter the research methodology explained the design of the 
study. The aim of the present chapter is to present the results of the study. The data 
received from the questionnaires were downloaded from the Nelson Mandela 
Metropolitan University’s Survey Tool (internal website) and exported into Microsoft 
Excel. Statistica version 12, as well as AMOS version 23, were used to analyse the 
data.  Both descriptive and inferential statistics were utilised and these results are 
presented within this chapter. These results will assist in accepting or rejecting the 
research hypotheses set out in the second chapter.   
 
4.2  QUESTIONNAIRE RESULTS 
 
To gain a better understanding of the results the researcher presented the outcomes 
from the questionnaire with frequency distributions from each construct and sub-
construct measured in tabular format. Each table will illustrate the Standard 
Deviation (Std.D) and Mean (M.) and whether respondents Strongly Disagreed 
(S.D.), Disagreed (D.), had Neutral (N.) responses, Agreed (A.) and Strongly Agreed 
(S.A.) with the items within the questionnaire. Each construct and sub-construct of 
the questionnaire will be discussed in the sections below. The questionnaire can be 
viewed in appendix C.  
 
4.2.1  Work engagement 
 
Work engagement was measured on a rating scale of one to five, with a score of one 
suggesting very low engagement and a score of five suggesting very high 
engagement. For ease of analysis the mean scores are interpreted in Table 4.1.  
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Table 4.1: Interpretation of mean scores: Work Engagement 
Mean scores Description 
1.0 – 1.7 very low score on work engagement or sub-construct 
1.8 – 2.5 low score on work engagement or sub-construct 
2.6 – 3.3 medium score on work engagement or sub-construct 
3.4 – 4.1 high score on work engagement or sub-construct 
4.2 – 5.0 very high score on work engagement or sub-construct 
 
Work engagement was measured through the following sub-constructs: absorption, 
dedication and vigour.  The descriptive statistics for results on work engagement’s 
sub-construct of absorption are discussed below: 
 
4.2.1.1  Frequency distribution for work engagement: Absorption 
 
Items 1.1 to 1.6 in the questionnaire measured the absorption sub-construct of work 
engagement. The results identified from the absorption items are illustrated in Table 
4.2 below: 
 
Table 4.2: Frequency Distribution: Absorption (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.1. Time flies when I am working. 4.29 0.83 0% 2% 15% 32% 50% 
1.2. When I am working, I forget everything 
else around me. 3.51 0.87 1% 10% 36% 41% 11% 
1.3. I feel happy when I am working 
intensely. 3.76 0.84 1% 4% 33% 43% 19% 
1.4. I am immersed in my work. 3.74 0.81 1% 4% 31% 48% 16% 
1.5. I get carried away when I am working. 3.52 0.89 2% 8% 38% 40% 12% 
1.6. It is difficult to detach myself from my 
job. 3.07 1.10 9% 20% 32% 30% 8% 
 
From Table 4.2 it is apparent that the largest portion of respondents perceived that 
time passes by quickly when they are working (32 percent agree and 50 percent 
strongly agree).  Item 1.2 illustrates that 41 percent of respondents agree and 11 
percent strongly agree that when they are working they forget everything else around 
them.  It is also evident from item 1.3 that 43 percent of respondents agree and 19 
percent strongly agree that they are happy when they work intensely.  Item 1.4 
illustrates that 48 percent of respondents agree and 19 percent of respondents 
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strongly agree that they are immersed in their work. Item 1.5 referred to employees 
that get carried away when they are working. Thirty-eight percent of respondents had 
a neutral response to this questions, this could possibly indicate a lack of 
understanding regarding the item. However, Item 1.5 illustrates that 40 percent of 
respondents agree and 12 percent strongly agree that they get carried away when 
they are working.  Item 1.6 illustrates that 30 percent of respondents agree and eight 
percent of respondents strongly agree that it is difficult to detach themselves from 
their jobs. 
 
4.2.1.2  Frequency distribution for work engagement: Dedication 
 
Items 1.7 to 1.11 in the questionnaire measured the dedication sub-construct of work 
engagement. The results from the dedication items are illustrated in Table 4.3 below: 
 
Table 4.3: Frequency Distribution: Dedication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.7. I find the work that I do full of meaning 
and purpose. 3.57 0.92 4% 5% 36% 41% 14% 
1.8. I am enthusiastic about my job. 3.70 0.94 1% 9% 28% 41% 21% 
1.9. My job inspires me. 3.49 0.99 4% 10% 36% 35% 16% 
1.10. I am proud of the work that I do. 4.11 0.83 1% 2% 19% 42% 36% 
1.11. To me, my job is challenging. 3.84 0.91 1% 6% 26% 43% 25% 
 
From Table 4.3 it is evident that 41 percent of respondents are in agreement that 
they find the work they do to be meaningful and purposeful. Item 1.8 indicates that 
41 percent of respondents agree and 21 percent strongly agree that they feel 
enthusiastic about their job. Further to this, 35 percent of respondents agree and 16 
percent strongly agree that their jobs inspire them (item 1.9). Item 1.10 indicates that 
42 percent of respondents agree and 36 percent strongly agree that they are proud 
of the work that they do. From item 1.11 it is clear that 43 percent of respondents 
agree and 25 strongly agree that they found their jobs to be challenging.  
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4.2.1.3  Frequency distribution for work engagement: Vigour 
 
Items 1.12 to 1.17 in the questionnaire measured the vigour sub-construct of work 
engagement. The results from the vigour items are illustrated in Table 4.4 below. 
 
Table 4.4: Frequency Distribution: Vigour (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.12. At work, I feel bursting with energy. 3.14 0.89 4% 18% 45% 29% 5% 
1.13. When I get up in the morning, I feel like 
going to work. 3.09 1.07 9% 18% 36% 30% 8% 
1.14. I can continue working for very long 
periods at a time. 3.58 0.98 3% 9% 31% 40% 17% 
1.15. At my job, I am very resilient, mentally. 3.62 0.75 1% 4% 38% 47% 10% 
1.16. At my job, I feel strong and vigorous. 3.42 0.80 1% 10% 41% 41% 6% 
1.17. At my work I always persevere, even 
when things do not go well. 3.89 0.78 0% 4% 24% 51% 21% 
 
From Table 4.4 it is apparent that a big percentage of the respondents gave an 
impartial score with item 1.12 and item 1.13 suggesting that they possibly did not 
understand the items or they are possibly unsure whether they are bursting with 
energy at work or if they feel like going to work when they wake up in the morning.  
 
Item 1.14 indicates that 40 percent of respondents agree and 17 percent of 
respondents strongly agree that they can continue working for long periods at a time. 
Item 1.15 indicates that 47 percent of respondents agree and 10 percent of 
respondents strongly agree that they are mentally very strong in their jobs. From 
item 1.16 it is evident that 41 percent of respondents agree and six percent strongly 
agree that they feel strong and vigorous in their jobs. Fifty-one percent of 
respondents agree and 21 percent of respondents strongly agree that they always 
persevere in their jobs even when things do not go well. 
 
Table 4.5: Descriptive statistics for scores on work engagement and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Absorption 3.65 3.67 1.17 5.00 0.62 - 0.303 0.110 
Dedication 3.74 3.80 1.00 5.00 0.74 - 0.459 0.253 
Vigour 3.46 3.50 1.00 5.00 0.66 - 0.334 0.114 
Work engagement 3.62 3.64 1.06 5.00 0.57 - 0.494 0.771 
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From Table 4.5 it is apparent that the overall mean score for absorption was 3.65, 
indicating a high score of absorption with a standard deviation of 0.62.  The overall 
mean score for dedication was 3.74 indicating a high score of dedication with a 
standard deviation of 0.74.  The mean score for vigour was 3.46 indicating a high 
score of vigour with a standard deviation of 0.66.  Work engagement has a mean 
score of 3.62, indicating that there are high levels of work engagement within the 
sample.  
 
The work engagement total, as well as absorption, dedication and vigour suggest 
that the data is negatively skewed, as the construct and sub-constructs are less than 
-1.00 (Venter, D. personal communication, 27 September, 2015). With all the 
skewness coefficients demonstrating negative signs, it is an indication of a 
negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.2  Process of change 
 
Process of change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores with regards to process of change and a score of 
five suggesting very high scores with regards to process of change. For ease of 
analysis, the mean scores are interpreted in Table 4.6.  
 
Table 4.6: Interpretation for mean scores: Process of change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on process of change or sub-construct 
1.8 – 2.5 low score on process of change or sub-construct 
2.6 – 3.3 medium score on process of change or sub-construct 
3.4 – 4.1 high score on process of change or sub-construct 
4.2 – 5.0 very high score on process of change or sub-construct 
 
The process of change construct was measured by the following sub-constructs: 
quality of change communication, participation, attitude of top management towards 
change, and support by supervisors. The following sections will discuss the 
descriptive statistics of each sub-construct measuring process of change. The first 
sub-construct that will be discussed is quality of change communication.  
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4.2.2.1 Frequency distribution for process of change: Quality of change 
communication 
 
Items 2.1 to 2.8 in the questionnaire measured the quality of change communication 
sub-construct of the process of change construct. The results from the quality of 
change communication items are illustrated in the Table 4.7 below. 
 
Table 4.7: Frequency Distribution: Quality of change communication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
2.1. I am regularly informed on how the 
change is going. 2.94 1.12 12% 21% 34% 25% 8% 
2.2. There is good communication between 
project leaders and staff members about the 
organisations policy towards changes. 
2.88 1.10 13% 23% 35% 24% 6% 
2.3. Information provided on change is clear. 2.87 1.09 12% 25% 33% 25% 5% 
2.4. Information concerning the changes 
reaches us mostly as rumours. 3.13 1.17 9% 24% 28% 27% 13% 
2.5. We are sufficiently informed of the 
progress of change. 2.79 1.08 14% 24% 37% 19% 6% 
2.6. Management team keeps all 
departments informed about its decisions. 2.80 1.09 14% 25% 35% 21% 6% 
2.7. Two-way communication between the 
management team and the departments are 
very good. 
2.81 1.10 14% 24% 33% 24% 5% 
2.8. Management team clearly explains the 
necessity of the change 2.80 1.09 14% 24% 34% 23% 5% 
 
Item 2.1 illustrates that 25 percent of respondents are in agreement and eight 
percent of respondents strongly agree that they perceive to be regularly informed on 
how change is going. Twenty one percent of respondents believed that they are not 
informed on how change is going. Item 2.2 indicates that there are varying 
perceptions about whether the communication amongst staff members and project 
leaders is good during a change process.  Item 2.3 indicates that 12 percent of 
respondents strongly agree and 25 percent agree that information provided on 
change was not clear.  Fourty percent of respondents believe that information 
concerning changes reaches them as rumours (Item 2.4). This concurs with the 
previous item’s outcome that information regarding change in unclear.  Twenty-four 
percent of respondents perceived that they are not informed regarding the progress 
of change. This item also indicated that a big percentage (37%) provided an impartial 
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response to this item. As illustrated by item 2.6 14 percent of respondents strongly 
agree and 25 percent agree that the management teams do not keep all 
departments informed about decisions made during a change process. Item 2.7 
indicates that 38 percent of respondents believe that two-way communication 
between the management teams and departments are not good during change. 
From item 2.8 it can be seen that a large percentage of respondents (38%) indicated 
that they perceive that the management team does not explain the necessity of 
change that is taking place.  
4.2.2.2  Frequency distribution for process of change: Participation 
 
Items 3.1 to 3.11 in the questionnaire measured the participation sub-construct of the 
process of change construct. The results from the participation items are illustrated 
in Table 4.8 below. 
 
Table 4.8: Frequency Distribution: Participation (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
3.1. Changes are always discussed with all 
people concerned. 2.76 1.15 17% 23% 34% 19% 7% 
3.2. Those who implement change, have no 
say in developing the proposal. 2.80 0.91 9% 24% 50% 13% 4% 
3.3. Decisions concerning work are taken in 
consultation with the staff who are affected. 2.71 1.05 16% 24% 38% 19% 4% 
3.4. My department’s management team 
takes account of the staff’s remarks. 3.00 1.03 10% 17% 43% 24% 6% 
3.5. Departments are consulted about the 
change sufficiently. 2.75 1.05 14% 24% 40% 18% 5% 
3.6. Staff members were consulted about the 
reasons for change. 2.74 1.03 14% 25% 39% 19% 4% 
3.7. Front line staff and office workers can 
raise topics for discussion. 2.95 1.04 10% 21% 39% 24% 6% 
3.8. Our department provide sufficient time 
for consultation. 2.76 1.05 14% 22% 41% 18% 4% 
3.9. It is possible to talk about outmoded 
regulations and ways of working. 2.99 0.97 10% 14% 49% 23% 4% 
3.10. The way change is implemented leaves 
little room for personal input. 3.02 1.03 7% 23% 39% 22% 8% 
3.11. Staff members are sufficiently involved 
in the implementation of the changes by our 
departments senior managers. 
2.76 0.96 12% 23% 45% 18% 2% 
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From Table 4.8 it is evident that 17 percent of respondents strongly agree and 23 
percent of the respondents agree that changes are not always discussed with all 
people concerned (Item 3.1).  Item 3.2 illustrates that half of the respondents gave a 
neutral response indicating that they possibly did not understand the item or it could 
also possibly suggest that the respondents do not know whether those who 
implement change are a part of developing the proposal for change. Item 3.3 
indicates that 38 percent of respondents do not know if other staff are consulted 
regarding whether change affects them. The majority of respondents gave a neutral 
response to item 3.4 indicating the possibility of them not understanding the item 
fully, or they do not know whether their department’s management team takes the 
staff members’ remarks into account during a change process.  
 
Thirty percent of respondents agree that their department’s management team takes 
their remarks into account during change. Item 3.5 indicates that 40 percent of the 
respondents gave a neutral response and a big percentage of the respondents 
perceive that departments are not consulted about changes sufficiently. This 
suggests that respondents perceive that departments are not consulted regarding 
the changes that are going to be implemented or they are not aware of consultation 
taking place. From item 3.6 to 3.11 the majority of respondents indicated a neutral 
response to the items.  
 
4.2.2.3 Frequency distribution for process of change: Attitude of top 
management toward change 
 
Items 4.1 to 4.3 in the questionnaire measured the attitude of top management 
toward change sub-construct of the process of change construct. The results from 
this sub-construct are illustrated in Table 4.9 below. 
 
Table 4.9: Frequency Distribution: Attitude of top management toward change (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
4.1. Management team has a positive vision 
of the future. 3.49 1.02 4% 10% 35% 34% 17% 
4.2. Management team is actively involved 
with the changes. 3.43 1.00 4% 13% 34% 35% 14% 
4.3. Management team supports the change 
process unconditionally. 3.31 1.03 5% 14% 38% 30% 13% 
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From Table 4.9 it is evident that 17 percent of respondents strongly agree and 34 
percent of respondents agree that their management team has a positive vision for 
the future.  Forty-nine percent of respondents perceive their management team to be 
actively involved with changes (Item 4.2). Item 4.3 indicates that the majority of the 
respondents gave a neutral response. This could imply that they are unsure whether 
their management team supports the change process unconditionally. Thirty-three 
percent of the respondents perceive that their management team supports the 
change process unconditionally.  
 
4.2.2.4  Frequency distribution for process of change: Support by supervisors 
 
Items 5.1 to 5.7 in the questionnaire measured the support by supervisors sub-
construct of the process of change construct.  The results from this sub-construct are 
illustrated in Table 4.10 below. 
 
Table 4.10: Frequency Distribution: Support by supervisors (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
5.1. Our department’s senior managers pay 
sufficient attention to the personal 
consequences that the changes could have 
for their staff members. 
3.06 1.10 11% 17% 36% 27% 9% 
5.2. Our department’s senior managers 
coach us very well about implementing the 
change. 
3.02 1.08 11% 17% 39% 26% 8% 
5.3. Our department’s senior managers have 
trouble in adapting their leadership styles to 
the changes. 
2.75 1.10 13% 30% 34% 16% 8% 
5.4. My manager does not seem very keen to 
help me find a solution if I have a problem. 2.23 1.16 34% 29% 22% 11% 4% 
5.5. If I experience any problems, I can 
always turn to my manager for help. 3.79 1.11 4% 9% 24% 32% 32% 
5.6. My manager can place herself/himself in 
my position. 3.38 1.11 6% 14% 32% 31% 17% 
5.7. My manager encourages me to do things 
that I have never done before. 3.66 1.11 6% 8% 27% 34% 25% 
 
From Table 4.10 it is clear that 36 percent perceive that their department’s senior 
managers pay sufficient attention to the personal consequences that the changes 
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could have on their staff and 36 percent are unsure if their senior management pays 
attention to the personal consequence. 
Item 5.2 illustrates that 39 percent of the respondents furnish a neutral response. 
This could imply that they do not understand the item or they are unacquainted that 
their department’s senior managers coach the staff on change implementation. Item 
5.3 indicates that 13 percent of respondents strongly disagree and 30 percent of 
respondents disagree that their senior managers have trouble adapting their 
leadership styles to the changes.  Thirty-four percent of respondents strongly 
disagree and 29 percent disagree that their managers do not seem willing to help 
them find solutions if they have problems (Item 5.4).  
Thirty-two percent of respondents strongly agree and 32 percent of respondents are 
in agreement that they can always turn to their managers when they experience any 
problems (Item 5.5). Item 5.6 illustrates that a large percentage of the respondents 
(31 percent agree and 17 percent strongly agree) perceive that their managers can 
place themselves in the respondents’ position when going through change 
processes.  From item 5.7 it is clear that there is a large percentage of respondents 
that feel their managers encourage them to do things they have never done before. 
Table 4.11 illustrates the overall frequency distribution scores for the process of 
change construct.  
Table 4.11: Descriptive statistics for scores on process of change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Quality of change 
communication 2.85 3.00 1.00 5.00 0.94 - 0.016 - 0.498 
Participation 2.87 3.00 1.09 4.82 0.73 - 0.080 - 0.048 
Attitude of top 
management toward 
change 
3.41 3.33 1.00 5.00 0.94 - 0.259 - 0.204 
Support by supervisors 3.42 3.43 1.00 5.00 0.78 - 0.191 0.131 
Process of change 3.14 3.15 1.09 4.95 0.72 - 0.055 - 0.157 
 
As can be seen in Table 4.11, the mean score for the quality of change 
communication sub-construct (m = 2.85) falls into the medium range with a standard 
deviation of 0.94.  The participation sub-construct has a mean score of 2.87 which 
indicates a medium score with a standard deviation of 0.73. The overall mean score 
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for the attitude of top management sub-construct was 3.41 which falls into a high 
range with a standard deviation of 0.94. The support by supervisor sub-construct 
presented a high score (m =3.42) with a standard deviation of 0.78.  
 
The process of change construct has a mean score of 3.14 and a standard deviation 
of 0.72. This implies that there is a medium score towards process of change.  The 
process of change total, as well as quality of change communication, participation, 
attitude of top management towards change and support by supervisors suggest that 
the data is negatively skewed, as they are less than -1.00.  
 
With all the skewness coefficients demonstrating negative signs, it is an indication of 
a negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.3  Trust in leadership 
 
Trust in leadership was measured on a rating scale of one to five, with a score of one 
suggesting very low scores with regards to trust in leadership and a score of five 
suggesting very high scores with regards to trust in leadership. For ease of analysis, 
the mean scores are interpreted in Table 4.12. The sections below will discuss the 
descriptive statistics of this construct.  
 
Table 4.12: Interpretation for mean scores: Trust in leadership (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on trust in leadership 
1.8 – 2.5 low score on trust in leadership 
2.6 – 3.3 medium score on trust in leadership 
3.4 – 4.1 high score on trust in leadership 
4.2 – 5.0 very high score on trust in leadership 
 
4.2.3.1   Frequency distribution for Trust in Leadership 
 
Items 6.1 to 6.3 in the questionnaire measured the construct of trust in leadership.  
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Table 4.13: Frequency Distribution: Trust in Leadership (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
6.1. The management team consistently 
implements its policies in all departments. 3.10 1.05 9% 14% 43% 26% 8% 
6.2. The management team fulfils its 
promises. 3.02 1.05 11% 15% 43% 24% 7% 
6.3. If I make mistakes, my manager holds 
them against me. 2.49 1.22 27% 24% 28% 14% 7% 
 
From Table 4.13 it is clear that 43 percent of respondents gave a neutral response to 
item 6.1 which suggest that respondents did not fully understand the question or they 
are unsure whether management consistently implements policies in all departments 
during change. Item 6.2 indicates that the majority of respondents gave a neutral 
response which could imply uncertainty around the fact that management fulfils their 
promises or respondents did not fully understand the question. Item 6.3 illustrated 
varying perceptions regarding whether the management team fulfils its promises.  A 
large percentage of respondents perceived that their managers do not hold the 
mistakes they make against them.  
Table 4.14: Descriptive statistics for scores on trust in leadership (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Trust in leadership 3.21 3.33 1.00 5.00 0.83 - 0.129 - 0.006 
 
The mean score of trust in leadership is 3.21 indicating a medium score with a 
standard deviation of 0.83. Although there are a percentage of respondents who 
perceive that trust in leadership exists, the medium score indicates that there is also 
room for improvement when it comes to trust in leadership for the mid-tier accounting 
firm.  
 
The trust in leadership total suggests that the data is negatively skewed, as the 
construct is less than -1.00. The negative sign is an indication of a negatively 
skewed distribution. 
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4.2.4  Readiness to change 
 
Readiness to change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores on readiness to change and a score of five 
suggesting very high scores on readiness to change. For ease of analysis, the mean 
scores were are interpreted in Table 4.15.  
 
Table 4.15: Interpretation for mean scores: Readiness to change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on readiness to change or dimension 
1.8 – 2.5 low score on readiness to change or dimension 
2.6 – 3.3 medium score on readiness to change or dimension 
3.4 – 4.1 high score on readiness to change or dimension 
4.2 – 5.0 very high score readiness to change or dimension 
 
The readiness to change construct was measured by the following sub-constructs: 
emotional readiness to change, intentional readiness to change, and cognitive 
readiness to change. The following sections will discuss the descriptive statistics of 
these sub-constructs. 
 
4.2.4.1   Frequency distribution for readiness to change: Emotional readiness 
 
Items 7.1 to 7.5 in the questionnaire measured the emotional readiness sub-
construct. The results from the emotional readiness items are illustrated in Table 
4.16 below. 
 
Table 4.16: Frequency Distribution: Emotional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.1. I have a good feeling about the change 
project. 3.30 0.92 4% 10% 48% 29% 9% 
7.2. I experience the change as a positive 
process. 3.47 0.93 3% 9% 39% 37% 12% 
7.3. I find the change refreshing. 3.49 0.95 3% 10% 37% 36% 14% 
7.4. I am somewhat resistant to change. 2.46 1.01 18% 36% 31% 13% 3% 
7.5. I am quite reluctant to accommodate and 
incorporate changes into my workplace. 2.41 1.03 20% 37% 28% 12% 3% 
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From Table 4.16 it is apparent that 48 percent of respondents provided an impartial 
response to item 7.1, possibly suggesting they were unsure about their feelings 
toward the change projects that have occurred within the firm. Item 7.2 indicates that 
37 percent of respondents agree and 12 percent of respondents strongly agree that 
change is a positive process.  
Thirty-six percent of the respondents agree and 14 percent of respondents strongly 
agree that change is refreshing (Item 7.3).  Item 7.4 illustrates that 36 percent of 
respondents disagree and 18 percent of respondents strongly disagree that they are 
resistant towards change.  Further to this, item 7.5 indicates that 37 percent of 
respondents disagree and 20 percent of respondents strongly disagree that they are 
reluctant to accommodate and incorporate changes into the workplace.  
 
4.2.4.2  Frequency distribution for readiness to change: Cognitive readiness 
 
Items 7.6 to 7.10 in the questionnaire measured the cognitive readiness sub-
construct of the readiness to change construct. The results from the cognitive 
readiness items are illustrated in Table 4.17 below. 
 
Table 4.17: Frequency Distribution: Cognitive readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.6. I think that most changes will have a 
negative effect on the clients we serve. 2.24 0.95 25% 38% 28% 8% 1% 
7.7. Plans for future improvement will not 
come to much. 2.79 0.87 9% 22% 53% 14% 2% 
7.8. Most change projects that are supposed 
to solve problems around here will not do 
much good. 
2.67 1.02 13% 30% 38% 14% 5% 
7.9. The change will improve work. 3.41 0.88 3% 9% 43% 36% 9% 
7.10. The change will simplify work. 3.26 0.91 4% 12% 46% 31% 8% 
 
Item 7.6 from Table 4.17, suggests that 63 percent of respondents are of the view 
that they do not perceive that the changes will have a negative effect on clients. 
From item 7.7 it is clear that 53 percent of respondents gave a neutral response 
which could indicate that they did not understand the item fully or they are unsure 
whether there are more changes coming up in the near future.   
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Item 7.8 illustrates that most of the respondents positively perceive that the change 
projects will solve problems. Thirty-six percent of respondents perceive the change 
will improve their work (Item 7.9). Fourty-three percent presented an impartial 
response to this item which could imply that they are unsure how the change will 
improve their work.   
Item 7.10 suggests that 46 percent of respondents presented an impartial response 
which could indicate that they are uncertain as to how the change will simplify their 
work.   
 
4.2.4.2  Frequency distribution for readiness to change: Intentional readiness 
 
Items 7.11 to 7.13 in the questionnaire measured the intentional readiness sub-
construct. The results from the intentional readiness items are illustrated in Table 
4.18 below. 
 
Table 4.18: Frequency Distribution: Intentional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.11. I want to devote myself to the process 
of change. 3.55 0.84 2% 5% 43% 37% 13% 
7.12. I am willing to make a significant 
contribution to the change. 3.80 0.80 1% 2% 33% 44% 20% 
7.13. I am willing to put energy into the 
process of change. 3.81 0.78 1% 1% 32% 46% 19% 
 
Table 4.18 suggests that half of the respondents devote themselves to the 
processes of change. Fourty-four percent of respondents agree and 20 percent of 
respondents strongly agree that they are willing to make significant contributions to 
change processes (Item 7.12). This item also indicates that a small percentage of 
the respondents are not willing to make a contribution to change.  
 
Item 7.13 indicates that 46 percent of respondents agree and 19 percent strongly 
agree that they are willing to put energy into the process of change. This item further 
indicates that a very small percentage of respondents are not willing to put energy 
into the process of change. Table 4.19 illustrates the overall frequency distribution 
for readiness to change.  
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Table 4.19: Descriptive statistics for scores on readiness to change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Emotional Readiness 3.48 3.40 1.80 5.00 0.67 0.219 - 0.027 
Cognitive Readiness 3.40 3.40 1.40 5.00 0.65 0.116 0.348 
Intentional Readiness 3.72 3.67 1.00 5.00 0.75 - 0.126 0.184 
Readiness to change 3.53 3.49 2.16 5.00 0.56 0.366 - 0.181 
 
As can be seen in Table 4.19, the mean score for emotional readiness (m = 3.48) 
falls into the high range with a standard deviation of 0.67.  Cognitive readiness has a 
mean score of 3.40 with a standard deviation of 0.65. The overall mean score for 
intentional readiness is 3.72 which falls into a high range with a standard deviation of 
0.75. The overall readiness to change construct has a mean score of 3.53 which 
suggests a high score. While the distribution of responses for intentional readiness is 
negatively skewed, the distribution of responses for emotional readiness and the 
overall readiness to change construct are positively skewed. Cognitive readiness 
displays a symmetric distribution of responses. The next section will discuss the 
differences in the sample for demographic variables.  
 
4.3  DEMOGRAPHIC VARIABLE ANALYSIS 
 
The following sections explain the differences in the demographic variables of this 
study. The study measured the following demographic variables: age, job categories, 
gender, language, race and office location of the mid-tier accounting firm.  
 
The statistical significance of differences was determined by examining variations in 
mean scores of demographic groups, for instance age, job category and office 
location, based on the psychometric constructs in the study and their corresponding 
sub-constructs. When there are more than two categories present in a demographic 
group it is necessary to conduct an analysis of variance (ANOVA).  
 
Although the ANOVA will highlight that there are significant differences between the 
means, it does not point out where the significant difference lies when there are 
more than two groups (Hair et al., 2006). Therefore, it is also necessary to utilise the 
Scheffé method to identify where the differences exist.  
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Cohen’s d was also calculated to determine the approximate strength of the 
difference.  A value of 0.20 and above for Cohen’s d is considered to indicate a small 
practical significance, whereas a value of 0.50 and above indicates a medium 
practical significance and 0.80 and above indicates a large practical significance 
(Gravetter & Wallnau, 2009).  
 
The scores of age, office location, language and job category demographics were 
examined for differences in mean scores, but only statistical differences that were 
found will be presented in this section. The results for the ANOVA based on the 
scores of the four age groups are presented in Table 4.20. 
 
Table 4.20: ANOVA of Age 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 339 5.381 0.001 
Dedication 339 1.388 0.246 
Vigour 339 3.787 0.110 
Process of change sub-constructs 
Quality of change communication 339 1.480 0.220 
Participation 339 0.317 0.813 
Attitude of top management 339 1.216 0.304 
Support by supervisors 339 1.446 0.229 
Readiness to change sub-constructs 
Emotional readiness 339 0.487 0.692 
Cognitive readiness 339 0.304 0.822 
Intentional readiness 339 1.746 0.157 
Construct totals 
Work engagement 339 4.335 0.005 
Process of change 339 0.567 0.637 
Trust in leadership 339 0.363 0.780 
Readiness to change 339 0.189 0.904 
 
As can be seen in Table 4.20 the p-value for absorption is indicated at 0.001 and 
work engagement indicated at 0.005 suggesting a significant difference in the mean 
scores of absorption and overall work engagement for respondents with different age 
groups.  A post hoc Scheffé test was calculated and the differences in these age 
groups for absorption and work engagement are reflected in Table 4.21 and Table 
4.22 below. 
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Table 4.21: Scheffé test for age on absorption 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.009 0.862 0.039 3.53 0.44 
30-39 yrs 
  0.467 0.984 3.80  
40-49 yrs 
   0.423 3.62  
50+ 0.039 
   3.84 0.52 
 
From Table 4.21 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of absorption (p 
= 0.009). Older respondents (30-39) have a higher mean score than younger 
respondents (20-29) for absorption and this has a small practical significance 
(Cohen’s d = 0.44).  This suggests that the respondents within the 30-39 age group 
have higher levels of absorption than those within the 20-29 age group. Further to 
this, there is a significant difference between respondents aged 20-29 years and 
those aged 50+ years in terms of absorption (p = 0.039). The older respondents 
(50+) have a higher mean score than younger respondents (20-29) for absorption 
and this has a medium practical significance (Cohen’s d = 0.52). This suggests that 
the respondents within the 50+ age group have higher levels of absorption than 
those within the 20-29 age group.  
 
Table 4.22: Scheffé test for age on work engagement 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.027 0.587 0.077 3.51 0.41 
30-39 yrs 
  0.865 0.987 3.73  
40-49 yrs 
   0.783 3.64  
50+ 
    3.77  
 
From Table 4.22 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of work 
engagement (p = 0.027). Older respondents (30-39) have a slightly higher mean 
score than younger respondents (20-29) for work engagement and this has a small 
practical significance (Cohen’s d = 0.41). The results for the ANOVA based on the 
scores of the four job categories are presented in Table 4.23. 
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Table 4.23: ANOVA of job category 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 334 3.141 0.018 
Dedication 334 3.894 0.009 
Vigour 334 8.213 0.0005 
Process of change sub-constructs 
Quality of change communication 334 3.756 0.011 
Participation 334 4.223 0.006 
Attitude of top management 334 3.246 0.022 
Support by supervisors 334 0.610 0.609 
Readiness to change sub-constructs 
Emotional readiness 334 3.657 0.013 
Cognitive readiness 334 6.759 0.0005 
Intentional readiness 334 1.290 0.278 
Construct totals 
Work engagement 334 6.616 0.0005 
Process of change 334 3.421 0.018 
Trust in leadership 334 0.819 0.484 
Readiness to change 334 4.296 0.005 
 
As is evident from the Table 4.23, absorption (p = 0.018), dedication (p = 0.009) and 
vigour (p = 0.0005) all had p-values of less than 0.05 indicating a significant 
difference in mean scores when related to the type of job category.  
 
Furthermore, quality of change communication (p = 0.011), participation (p = 0.006) 
and attitude of top management (p = 0.022) all had p-values of less than 0.05 
indicating a significant difference in mean scores when related to the type of job 
category. Emotional readiness (p = 0.013) and cognitive readiness (p = 0.0005) 
indicated significant differences in mean scores relating to job categories. Further to 
this, Table 4.23 indicates that work engagement (p = 0.0005), process of change (p 
= 0.018) and readiness to change (p = 0.005) indicated significant differences in 
mean scores relating to job categories.  
 
Once statistical significance was implied, it was necessary to conduct a post hoc 
Scheffé test on the significant constructs to determine where the differences lie 
concerning job categories.  The results indicated that there was no detectable 
significance regarding the mean scores for absorption, emotional readiness and 
readiness to change.  The results for dedication, vigour and work engagement are 
reflected in Table 4.24, Table 4.25 and Table 4.26 below.  
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Table 4.24: Scheffé test for job category on dedication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration Mean 
Cohen’s 
d 
Top Management 
 0.218 0.194 0.010 4.02 0.60 
Middle Management 
  0.997 0.356 3.76  
Trainee Accountant 
   0.526 3.74  
Administration 
    3.57  
 
From Table 4.24 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of dedication (p = 
0.010) with a medium practical significance (Cohen’s d = 0.060). Top management 
displays higher levels of dedication (m = 4.02) than the administration job category 
(m = 3.57). 
 
Table 4.25: Scheffé test for job category on vigour 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.66 0.009  3.79 0.68 
Middle Management 
  0.746 0.040 3.50 0.40 
Trainee Accountant 
   0.400 3.40  
Administration 0.0005 
   3.23 0.87 
 
From Table 4.25 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of vigour (p = 0.0005). 
The job category of top management has a higher mean score than administration 
for vigour and this has a large practical significance (Cohen’s d = 0.87). Further to 
this, Table 4.25 indicates that there is a significant difference between the job 
categories of trainee accountant and top management in terms of vigour (p = 0.009). 
Top management once again has a higher mean score than trainee accountant for 
vigour, and this has a medium practical significance (Cohen’s d = 0.68). Table 4.25 
indicates a small practical significance between the scores of administration and 
middle management with a Cohen’s d of 0.40. These results suggest that top 
management displays higher levels of vigour than the job categories of 
administration, trainee accountant and middle management.  
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Table 4.26: Scheffé test for job category on work engagement 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Accoun-
tant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.121 0.014  3.88 0.70 
Middle Management 
  0.685 0.096 3.66  
Trainee Accountant 
   0.655 3.56  
Administration <0.0005 
   3.45 0.77 
 
Table 4.26 illustrates that there is a significant difference between the job categories 
of top management and trainee accountant in terms of overall work engagement (p = 
0.014). Top management has a higher mean score than trainee accountant for work 
engagement and this has a medium practical significance (Cohen’s d = 0.70).  
Further to this, Table 4.26 illustrates that there is a significant difference between the 
job categories of top management and administration in terms of overall work 
engagement (p < 0.0005).  In this instance, top management displays slightly higher 
work engagement (m = 3.88) than administration (m = 3.45). This difference has a 
medium practical significance between the scores of administration and top 
management with a Cohen’s d of 0.77. 
 
Further post hoc Scheffé tests were calculated and the differences in the job 
category groups for quality of change communication, participation, attitude of top 
management and process of change are reflected in Table 4.27, Table 4.28, Table 
4.29 and Table 4.30 below. 
 
Table 4.27 below illustrates that there is a significant difference between the job 
categories of middle management and trainee accountant in terms of quality of 
change communication (p = 0.038). The job category of middle management has a 
lower mean score than administration in terms of quality of change communication 
and this has a small practical significance (Cohen’s d = 0.42). 
 
Table 4.27: Scheffé test for job category on quality of change communication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.640 0.752 0.602 2.92  
Middle Management 
  
0.038 0.998 2.27 0.42 
Trainee Accountant 
   
0.050 3.10 0.44 
Administration 
    2.69  
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Further to this, Table 4.27 illustrates that there is a significant difference between the 
job categories of trainee accountant and administration in terms of quality of change 
communication (p = 0.050). Trainee accountant once again has a higher mean score 
than administration for quality of change communication and this has a small 
practical significance (Cohen’s d = 0.44). These results suggest that trainee 
accountants perceived quality of change communication to be more satisfactory (m = 
3.10) than what middle management (m = 2.27) and administration (m = 2.69) 
perceive it to be.  
 
Table 4.28: Scheffé test for job category on participation 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.173 0.874 0.022 3.09 0.56 
Middle Management 
  0.454 0.637 2.82  
Trainee Accountant 
   0.069 2.99  
Administration 
    2.68  
 
 
From Table 4.28 above, it is evident that there is a significant difference between the 
job categories of top management and administration in terms of participation (p = 
0.022). The job category of top management has a higher mean score than 
administration for participation and this has a medium practical significance (Cohen’s 
d = 0.56).  
 
Table 4.29: Scheffé test for job category on attitude of top management 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.859 0.846 0.417 3.48  
Middle Management 
  0.196 0.755 3.35  
Trainee Accountant 
   
0.034 3.36 0.48 
Administration 
    3.20  
 
Table 4.29 illustrates that there is a significant difference between the job categories 
of trainee accountant and administration in terms of the perception they have of top 
management’s attitude towards change (p = 0.034). The job category of trainee 
accountant has a slightly higher mean score than administration which has a small 
practical significance (Cohen’s d = 0.48).   
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From Table 4.30 it is evident that there is a significant difference between the job 
categories of trainee accountant and administrative staff in their perceptions of the 
process of change (p = 0.047). The job category of trainee accountant has a higher 
mean score than administration for process of change and this has a small practical 
significance (Cohen’s d = 0.46).  
 
Table 4.30: Scheffé test for job category on process of change 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 0.544 0.987 0.227 3.25  
Middle Management 
  0.182 0.843 3.08  
Trainee Accountant 
   
0.047 3.30 0.46 
Administration 
    2.98  
 
A post hoc Scheffé test was calculated and the differences in the job category 
groups for cognitive readiness are reflected in Table 4.31. 
 
Table 4.31: Scheffé test for job category on cognitive readiness 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 
0.045 0.986 0.156 3.55 0.48 
Middle Management 
  
0.002 0.987 3.25 0.57 
Trainee Accountant 
   
0.025 3.60 0.49 
Administration 
    3.29  
 
Table 4.31 illustrates that there is a significant difference between the job categories 
of top management and middle management in terms of cognitive readiness (p = 
0.045). The job category of top management has a higher mean score than middle 
management for cognitive readiness and this has a small practical significance 
(Cohen’s d = 0.48).  Table 4.31 further indicates a medium practical significance 
between the scores of middle management and trainee accountant with a Cohen’s d 
of 0.57. The mean score for trainee accountant (m = 3.60) is higher than the mean 
score for middle management (m = 3.25).  
 
Furthermore, Table 4.31 demonstrates that there is a significant difference between 
trainee accountants and administrative staff in terms of cognitive readiness (p = 
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0.025). Trainee accountant has a higher mean score than administration for 
cognitive readiness and this has a small practical significance (Cohen’s d = 0.49).  
 
The questionnaire was distributed to 12 of the mid-tier accounting firm’s offices 
across South Africa. For ease of analysis the offices were grouped into regions. 
Table 4.32 below indicates how the various offices were clustered into regions. 
 
Table 4.32: Region composition 
Offices Regions Percentage 
Cape Town Western Cape (W. Cape) 30 Paarl 
George Southern Cape (S. Cape) 6 Plettenberg Bay 
Port Elizabeth Eastern Cape (E. Cape) 23 East London 
Durban Kwa-Zulu Natal (KZN) 6 
Kimberley Free State/Northern Cape (FS / N. 
Cape) 7 Kathu Bloemfontein 
Johannesburg Gauteng (GP) 28 Pretoria 
 
The results for the ANOVA based on the scores of the six regions are presented in 
Table 4.33 below.  
 
Table 4.33: ANOVA of regions  
Construct df (5) F-stat P value 
Work Engagement sub-constructs 
Absorption 338 2.344 0.041 
Dedication 338 3.169 0.002 
Vigour 338 3.711 0.003 
Process of change sub-constructs 
Quality of change communication 338 1.145 0.336 
Participation 338 2.133 0.061 
Attitude of top management 338 5.249 0.0005 
Support by supervisors 338 2.190 0.0555 
Readiness to change sub-constructs 
Emotional readiness 338 2.611 0.025 
Cognitive readiness 338 1.097 0.362 
Intentional readiness 338 1.947 0.086 
Construct totals 
Work engagement 338 4.067 0.001 
Process of change 338 3.018 0.001 
Trust in leadership 338 3.192 0.008 
Readiness to change 338 2.037 0.073 
113 
 
From Table 4.33 above it is evident that absorption (p = 0.041), dedication (p = 
0.002) vigour (p = 0.003), attitude of top management (p = 0.0005), trust in 
leadership (p = 0.008), work engagement (p = 0.001) and process of change (p = 
0.001) have significant differences in the mean scores for respondents in the 
different regions. Once statistical significance was implied, it was necessary to 
conduct a post hoc Scheffé test on the significant constructs and sub-constructs to 
determine where the differences lie concerning regions. These results suggest that 
that there is no detectable significance regarding the mean scores for absorption and 
dedication. 
 
Table 4.34: Scheffé test for regions on vigour 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.536 0.284 0.439 0.996 3.52  
S. Cape 
  0.864 0.524 0.804 0.998 3.54  
E. Cape 
   0.920 0.039 0.845 3.32 0.75 
KZN 
    
0.021 0.47 3.13 1.20 
FS / N. Cape 
     0.479 3.84  
GP 
      3.46  
 
Table 4.34 illustrates that there is a significant difference between the Eastern Cape 
region and the Free State/Northern Cape regions in terms of vigour (p = 0.039) with 
a medium practical significance (Cohen’s d = 0.75).  The Free State/Northern Cape 
region (m = 3.84) have a higher mean score than the Eastern Cape (m = 3.32). 
Further to this Table 4.34 illustrates that there is a large practical significance 
between Kwa-Zulu Natal and the Free State/Northern Cape (Cohen’s d = 1.02).  
 
A post hoc Scheffé test was calculated and the differences in the regions for work 
engagement are reflected in Table 4.35 below. 
 
Table 4.35: Scheffé test for regions on work engagement 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.222 0.150 0.826 0.653 3.72  
S. Cape 
  0.685 0.368 0.968 0.912 3.74  
E. Cape 
   0.928 0.082 0.975 3.49  
KZN 
    
0.042 0.681 3.33 1.06 
FS / N. Cape 
     0.242 3.90  
GP 
      3.57  
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From the Table 4.35 it is evident that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region (Cohen’s d = 1.06). The 
Free State/Northern Cape regions (m = 3.90) have a much higher mean score than 
Kwa-Zulu Natal (m = 3.33). 
 
Table 4.36: Scheffé test for regions on attitude of top management 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.364 0.998 0.917 0.001 0.650 3.21 1.03 
S. Cape 
  0.565 0.976 0.788 0.900 3.73  
E. Cape 
   0.980 0.004 0.920 3.28 0.94 
KZN 
    0.249 1.000 3.48  
FS / N. Cape 
     
0.003 4.18 0.82 
GP 
      3.45  
 
From Table 4.36 above, it is evident that there is a significant difference between the 
Western Cape region and the Free State/Northern Cape region in terms of attitude of 
top management (p = 0.001).  The mean score for the Free State/Northern Cape 
regions (m = 4.18) are relatively higher than the mean score for the Western Cape 
region (m = 3.21), also indicating a large practical significance (Cohen’s d = 1.03).  
 
Further to this, there is a large practical significance between the Free 
State/Northern Cape regions and the Eastern Cape region (Cohen’s d = 0.94) as 
well as the Gauteng region (Cohen’s d = 0.82). Table 4.36 illustrates that the Free 
State/Northern Cape region (m = 4.18) has relatively higher mean scores than the 
Eastern Cape region (m = 3.28) with regards to attitude of top management.  
 
Table 4.37: Scheffé test for regions on process of change 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.932 0.977 0.894 0.015 0.915 3.01 0.86 
S. Cape 
  0.997 1.000 0.602 0.999 3.21  
E. Cape 
   0.992 0.089 1.000 3.11  
KZN 
    0.638 0.997 3.23  
FS / N. Cape 
     0.111 3.36  
GP 
      2.14  
 
From Table 4.37 it is apparent that there is a large practical significance between the 
Western Cape region and the Free State/Northern Cape region in terms of process 
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for change (Cohen’s d = 0.86). The Free State/Northern Cape regions (m = 3.36) 
have a higher mean score than Kwa-Zulu Natal (m = 3.23). 
 
Table 4.38: Scheffé test for regions on trust in leadership 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.995 0.998 1.000 0.029 1.000 3.17 0.79 
S. Cape 
  0.971 1.000 0.467 0.992 3.30  
E. Cape 
   0.995 0.015 0.999 3.11 0.84 
KZN 
    0.319 0.999 3.24  
FS / N. Cape 
     
0.025 3.38 0.81 
GP 
      3.16  
 
Table 4.38 illustrates that  there is a significant difference between the Western 
Cape region and the Free State/Northern Cape regions in terms of trust in leadership 
(p = 0.029). The Free State/Northern Cape region (m = 3.38) has a higher mean 
score than the Western Cape region (3.17) which has a medium practical 
significance (Cohen’s d = 0.79).   
 
The Eastern Cape region and the Free State/Northern Cape regions demonstrate a 
large practical significance (Cohen’s d = 0.84), as the Free State/Northern Cape 
region (m = 3.38) has a higher mean score than the Eastern Cape region (m = 3.11).  
 
Further to this, the Free State/Northern Cape region demonstrates a large practical 
significance with Gauteng (Cohen’s d = 0.81). The Free State/Northern Cape region 
(m = 3.38) has a higher mean score than Gauteng (m = 3.16).  
 
The results obtained for the relevant race groups did not have representative 
samples, therefore an analysis was not feasible (D. Venter, personal communication, 
July 1, 2015). Table 4.39 below illustrates the results of the t-tests for gender 
differences. 
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Table 4.39: Results of the t-test for gender 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d F M F M 
Work engagement sub-constructs 
Absorption 3.63 3.67 0.52 338 0.606 196 144  
Dedication 3.70 3.80 1.13 338 0.260 196 144  
Vigour 3.36 3.59 3.21 338 0.001 196 144 0.35 
Process of change sub-constructs 
Quality of change 
communication 2.70 3.04 3.40 338 0.001 196 144 0.37 
Participation 2.74 3.06 4.07 338 0.0005 196 144 0.45 
Attitude of top management 3.29 3.57 2.76 338 0.006 196 144 0.30 
Support by supervisors 3.35 3.51 1.92 338 0.56 196 144  
Readiness to change sub-constructs 
Emotional readiness 3.44 3.52 0.98 338 0.327 196 144  
Cognitive readiness 3.34 3.47 1.85 338 0.065 196 144  
Intentional readiness 3.72 3.72 -0.11 338 0.911 196 144  
Construct totals 
Work engagement 3.56 3.68 1.91 338 0.057 196 144  
Process of change 3.02 3.30 3.52 338 0.0005 196 144 0.39 
Trust in leadership 3.17 3.26 1.05 338 0.296 196 144  
Readiness to change 3.56 3.57 1.06 338 0.292 196 144  
 
The p-value for vigour was 0.001, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for gender with regards to vigour. To 
determine the strength of the difference, the Cohen’s d was calculated which 
indicated a small practical significance of 0.35.  As can be seen in Table 4.39 above, 
male respondents have a slightly higher mean score for vigour than female 
respondents. 
 
From Table 4.38 it is illustrated that the p-value for quality of change communication 
(p = 0.001), participation (p = 0.0005) and attitude of top management (p = 0.006) 
are significant.  This indicates that there is a significant difference for gender on the 
sub-constructs of quality of change communication, participation and attitude of top 
management. The male respondents have slightly higher mean scores than the 
female respondents with regards to quality of change communication, participation 
and attitude of top management.  
 
Further to this, the p-value for process of change is 0.0005 which implies there is a 
significant difference for gender with regards to process of change. The Cohen’s d 
was calculated which indicated a small practical significance of 0.39. The mean 
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score for the male respondents are slightly higher than the mean score for females 
with regards to process of change.  
 
Table 4.40: Results of the t-test for language differences 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d Afr. Eng. Afr. Eng. 
Work engagement sub-constructs 
Absorption 3.68 3.66 0.24 303 0.811 116 189  
Dedication 3.91 3.65 3.03 303 0.003 116 189 0.36 
Vigour 3.53 3.42 1.50 303 0.134 116 189  
Process of change sub-constructs 
Quality of change 
communication 2.85 2.81 0.34 303 0.735 116 189  
Participation 2.88 2.84 0.47 303 0.641 116 189  
Attitude of top management 3.52 3.32 1.77 303 0.077 116 189  
Support by supervisors 3.50 3.39 1.22 303 0.222 116 189  
Readiness to change sub-constructs 
Emotional readiness 3.42 3.49 -0.84 303 0.399 116 189  
Cognitive readiness 3.39 3.36 0.51 303 0.608 116 189  
Intentional readiness 3.70 3.70 0.00 303 0.999 116 189  
Construct totals 
Work engagement 3.71 3.58 1.98 303 0.048 116 189 0.23 
Process of change 3.19 3.09 1.11 303 0.269 116 189  
Trust in leadership 3.33 3.14 2.02 303 0.045 116 189 0.24 
Readiness to change 3.50 3.51 -0.14 303 0.887 116 189  
 
Table 4.40 illustrates the results of the t-tests for language differences. An analysis 
on Xhosa/African languages was not feasible due to the fact that the sample is too 
small and different from the sample sizes for Afrikaans and English (D. Venter, 
personal communication, July 1, 2015).  Therefore, Table 4.40 only illustrates results 
for Afrikaans and English speaking respondents.  
 
The p-value for dedication was 0.003, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for language on the sub-construct of 
dedication. To determine the strength of the difference, the Cohen’s d was calculated 
which indicated a small practical significance of 0.36. As can be seen in Table 4.40, 
respondents who are Afrikaans speaking in the sample have a slightly higher mean 
score for dedication than respondents who are English speaking. 
 
Table 4.40 illustrates that the p-value for trust in leadership was 0.045, which is 
significant as p is less than 0.05. This indicates that there is a significant difference 
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for language on the construct trust in leadership. To determine the strength of the 
difference, the Cohen’s d was calculated which indicated a small practical 
significance of 0.24. As can be seen in Table 4.40, respondents who are Afrikaans 
speaking in the sample have a slightly higher mean score for trust in leadership than 
respondents who are English speaking. 
 
Further to this, the p-value for work engagement was 0.048, which is significant as p 
is less than 0.05. This indicates that there is a significant difference for language on 
the dimension of work engagement. To determine the strength of the difference, the 
Cohen’s d was calculated which indicated a small practical significance of 0.24. As 
can be seen in Table 4.40, respondents who are Afrikaans speaking in the sample 
have a higher mean score for work engagement than English speaking respondents. 
 
To summarise the above results, it was found that there are statistically and 
practically significant differences between some of the demographic groups on some 
of the constructs of this study and their respective sub-constructs. These findings 
relate to the hypotheses below.   
 
H1-1: There is a significant relationship between readiness to change and the 
demographic variables. 
 
As can be seen in the Tables within this section, the results do not point to a 
significant relationship between readiness to change and the demographic variables. 
For this reason, the researcher rejected this hypothesis.   
 
H1-1a: There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
 
This hypothesis was partially accepted, as Table 4.31 suggests that there is a small 
practically significant relationships between cognitive readiness to change and job 
category.  
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H1-2: There is a significant relationship between work engagement and the 
demographic variables. 
 
Work engagement has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance (Table 4.23). Table 4.40 indicates that 
there is a small significant relationship between work engagement and language. 
Further to this, Table 4.35 illustrates that there is a large significant relationship 
between work engagement regions. Based on these results, the researcher accepts 
this hypothesis.  
 
H1-2a: There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
 
Vigour and dedication has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance. A small significant relationship is also 
present in the relationship between vigour and gender as well as between language 
and dedication. Furthermore, a large significant relationship is present in the 
relationship between vigour and region, specifically between the Eastern Cape, Kwa-
Zulu Natal and the Free State/Northern Cape regions. Based on these results (Table 
4.24, 4.25, 4.34, 4.39, 4.40) the researcher accepts this hypothesis. 
 
H1-3: There is a significant relationship between process of change and the 
demographic variables. 
 
Process of change has a relationship with job categories and gender, whereby the 
Cohen’s d suggests a small practical significance.  A large significant relationship is 
also present between process of change and region, specifically between the Free 
State/Northern Cape region and the Western Cape region. Based on these results 
(Table 4.30, 4.37, 4.39) the researcher accepts this hypothesis. 
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H1-3a: There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables.  
 
Quality of change communication, participation and attitude of top management have 
relationships with job categories and gender, whereby the Cohen’s d suggests small 
to medium practical significance. A large significant relationship is present between 
attitude of top management and region, specifically between the Free State/Northern 
Cape regions and Western Cape, Southern Cape and the Eastern Cape regions. 
Based on these results (Table 4.27, 4.28, 4.29, 4.36, 4.39) the researcher accepts 
this hypothesis. 
 
H1-4: There is a significant relationship between trust in leadership and the 
demographic variables. 
 
There is a relationship between trust in leadership and region. Cohen’s d suggests a 
medium to large practical significance. A small significant relationship is present 
between trust in leadership and language. Based on these results (Table 4.33 and 
4.40) the researcher accepts this hypothesis.  
 
4.4  RELATIONSHIP BETWEEN THE CONSTRUCTS 
 
As mentioned earlier Pearson’s product-moment correlation coefficients were 
calculated to determine the relationships between all the constructs and the sub-
constructs in the present study. According Gravetter and Wallnau (2009) the 
correlations are statistically significant at 0.05 level for n = 340 if r ≥ 0.106. 
Correlations between variables are practically and statistically significant if r ≥ 0.300.
   
4.4.1  Readiness to change and work engagement  
    
Table 4.41 reflects the correlations between scores on readiness to change and 
work engagement constructs and their respective sub-constructs based on the 
results of Pearson’s product moment correlation calculation.  
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Table 4.41: Correlations between the constructs of readiness to change and work 
engagement 
 Absorption Dedication Vigour Work engagement 
Emotional Readiness .178 .281 .370 .329 
Cognitive readiness .069 .263 .260 .240 
Intentional readiness .428 .407 .461 .509 
Readiness to change .289 .397 .455 .452 
  
From Table 4.41 it is apparent that there is practically and statistically significant 
relationship between overall readiness to change and work engagement (r = 0.452).  
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs of work engagement, Table 4.41 indicates that there is a practically 
and statistically significant relationship between emotional readiness and vigour (r = 
0.370), intentional readiness and absorption (r = 0.428), intentional readiness and 
dedication (r = 0.407) as well as intentional readiness and vigour (r = 0.461). Table 
4.41 also indicates that cognitive readiness has a statistical relationship with 
dedication (r = 0.263) and vigour (r = 0.260). Absorption’s correlation with emotional 
readiness (r = 0.178) and cognitive readiness (r = 0.069) is relatively small.  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and work engagement scores, as well as their sub-
constructs. These findings relate to the hypotheses mentioned below.  
 
H1-5: There is a positive relationship between readiness to change and work 
engagement. 
 
Table 4.41 suggests that there is a practically and statistically significant relationship 
between readiness to change and work engagement. Based on these results this 
hypothesis was accepted.  
 
H1-5a:  There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs of work engagement.  
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs of work engagement, Table 4.41 indicates a practical and significant 
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relationship between emotional readiness and vigour, intentional readiness and 
absorption, dedication and vigour. Cognitive readiness has a statistical relationship 
with dedication and vigour. Absorption’s relationship with emotional readiness and 
cognitive readiness is relatively small, however, is still classified as statistically 
significant which leads the researcher to accept this hypothesis.  
  
4.4.2  Readiness to change and process of change 
 
Pearson’s product moment correlation was also used to determine if there were 
relationships between readiness to change and process of change. These results 
can be seen in Table 4.42. 
 
Table 4.42: Correlations between the constructs of readiness to change and process 
of change 
 
 
Emotional 
Readiness 
Cognitive 
readiness 
Intentional 
readiness 
Readiness 
to change 
Quality of change communication .320 .415 .217 .385 
Participation .299 .465 .267 .419 
Attitude of top management .359 .455 .336 .470 
Support by supervisors .285 .391 .197 .353 
Process of change .376 .508 .302 .482 
 
From Table 4.42, it is clear that there is a correlation of 0.482 between readiness to 
change and process of change, indicating a practically and statistically significance 
between the constructs.  Readiness to change displays practical and statistical 
significance with all the sub-constructs for process of change, namely quality of 
change communication (r = 0.385), participation (r = 0.419), attitude of top 
management (r = 0.470) and support by supervisors (r = 0.353). Process of change 
also displays practical and statistical significance with the sub-constructs for 
readiness to change.  
 
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs for process of change, Table 4.42  indicates that there is a practically 
and statistically significant relationship between quality of change communication 
and emotional readiness (r = 0.320) as well as cognitive readiness (r = 0.415), with a 
smaller correlation with intentional readiness (r = 0.217). Participation has a 
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practically and statistically significant relationship with cognitive readiness (r = 0.465) 
and a statistical relationship with emotional readiness and intentional readiness.  
Attitude of top management has a practically and statistically significant relationship 
with all the sub-constructs of readiness to change as the correlations indicate r ≥ 
0.300 (Gravetter & Wallnau, 2009). Support by supervisors has significant 
correlations with emotional readiness (r = 0.285) and cognitive readiness (r = 0.391) 
with lower correlations with intentional readiness (r = 0.197).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings related to the below mentioned hypotheses.  
 
H1-6: There is a positive relationship between readiness to change and process 
of change. 
 
Table 4.42 indicates that there is a practically and statistically significant relationship 
between readiness to change and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-6a: There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs for process of change. 
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs for process of change, Table 4.42 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of readiness to change and the 
sub-constructs for process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.3  Readiness to change and trust in leadership 
 
The results of the Pearson’s product moment correlation between readiness to 
change and trust in leadership can be found in Table 4.43 below. 
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Table 4.43: Correlations between the constructs of readiness to change and trust in 
leadership 
 
 
Emotional 
Readiness 
Cognitive 
Readiness 
Intentional 
Readiness 
Readiness 
to change 
Trust in leadership .340 .492 .311 .465 
 
The correlation coefficient calculated for readiness to change and trust in leadership 
is 0.465, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical correlations with emotional 
readiness (r = 0.340), cognitive readiness (r = 0.492) and intentional readiness (r = 
0.311). These findings relate to the hypothesis below.   
 
H1-7: There is a positive relationship between readiness to change and trust in 
leadership. 
 
The relationship between readiness to change and trust in leadership is practically 
and statistically significant as illustrated in Table 4.43. Therefore this hypothesis was 
accepted.  
 
H1-7a: There is a positive relationship between the sub-constructs of readiness 
to change and trust in leadership. 
 
Table 4.43 demonstrates practically and statistically significant relationships between 
the sub-constructs of readiness to change and trust in leadership. Based on these 
results this hypothesis was accepted.  
 
4.4.4  Process of change and work engagement 
 
The results of the Pearson’s product moment correlation between process of change 
and work engagement can be found in Table 4.44 below. 
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Table 4.44: Correlations between the constructs of process to change and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Quality of change communication .153 .366 .331 .342 
Participation .122 .365 .347 .336 
Attitude of top management .209 .414 .397 .408 
Support by supervisors .176 .304 .307 .314 
Process of change .196 .427 .408 .414 
 
From Table 4.44, it is clear that there is a correlation of r = 0.414 between work 
engagement and process of change, indicating a practical and statistical significance 
between the constructs. Table 4.44 illustrates that all the sub-constructs from 
process of change, display practically and statistically significant correlations with 
work engagement.  A noticeable result observed from Table 4.44 is that all the sub-
constructs from process of change possess lower correlations with absorption, 
however these correlations are still considered as statistically significant as r ≥ 0.106 
(Gravetter & Wallnau, 2009).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings relate to the hypothesis below. 
 
H1-8: There is a positive relationship between work engagement and process of 
change. 
 
Table 4.44 indicates that there is a practically and statistically significant relationship 
between work engagement and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-8a: There is a positive relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
 
Regarding relationships between the sub-constructs of work engagement and sub-
constructs for process of change, Table 4.44 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of work engagement and the 
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sub-constructs from process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.5  Work engagement and trust in leadership 
 
The results of the Pearson’s product moment correlation between trust in leadership 
and work engagement can be found in Table 4.45 below. 
 
Table 4.45: Correlations between the constructs of trust in leadership and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Trust in leadership .132 .384 .351 .350 
 
The correlation coefficient calculated for work engagement and trust in leadership is 
0.350, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical significance with dedication 
(r = 0.384), vigour (r = 0.351) and a lower significance, although still statistically 
significant, with absorption (r = 0.132). These findings relate to the below hypothesis.  
 
H1-9: There is a positive relationship between work engagement and trust in 
leadership. 
 
As illustrated in Table 4.45 the relationship between work engagement and trust in 
leadership is practically and statistically significant. Therefore, this hypothesis was 
accepted.  
 
H1-9a: There is a positive relationship between the sub-constructs of work 
engagement and trust in leadership. 
 
Regarding relationships between the sub-constructs of work engagement and trust in 
leadership, Table 4.45 illustrates either statistically significant relationships (r ≥ 
0.106) or practically and statistically significant relationships (r ≥ 0.300) between the 
sub-constructs of work engagement and trust in leadership. Based on these results 
this hypothesis was accepted. 
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4.4.6  Trust in leadership and process of change 
 
As can be seen in Table 4.46 the correlation coefficient calculated for process of 
change and trust in leadership is 0.743, which implies that there is a positive 
relationship between the constructs.   
 
Table 4.46: Correlations between the constructs of trust in leadership and process of 
change 
 
 
Trust in leadership 
Quality of change communication .586 
Participation .644 
Attitude of top management .632 
Support by supervisors .671 
Process of change .743 
 
Trust in leadership demonstrates practical and statistical significance with quality of 
change communication (r = 0.586), participation (r = 0.644), attitude of top 
management (r = 0.632) and support by supervisor (r = 0.671). These findings relate 
the below hypotheses.  
 
H1-10: There is a positive relationship between trust in leadership and process 
of change. 
 
Table 4.46 indicates that there is a practically and statistically significant relationship 
between trust in leadership and process of change. Therefore, this hypothesis was 
accepted.  
 
H1-10a There is a positive relationship between trust in leadership and the sub-
constructs of process of change. 
 
Table 4.46 demonstrates that there are practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of process of change and trust 
in leadership.  Therefore, this hypothesis was accepted.  
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4.5  STRUCTURAL EQUATION MODELLING ANALYSIS 
 
As discussed in Chapter 3, SEM is a very general statistical modelling technique, 
which is widely used in the behavioural science and can be viewed as a combination 
of factor analysis and regression analysis (Hox and Bechger, 1998).  In the current 
study SEM was utilised to evaluate the relationships among the set of variables used 
in the model proposed in this study. Based on the literature review and the 
questionnaire utilised, the researcher constructed a model which was tested by way 
of SEM.  
 
The metrics illustrated in Table 4.47 below are extracted from Schreiber et al. (2006), 
Hair et al. (2006) and D. Venter (personal communication, August 4, 2015). If the 
indices meet or exceed the metrics mentioned in Table 4.47, it will identify if there is 
an adequate data fit with the proposed model.  
 
Table 4.47: Results for SEM for proposed model (n=340) 
Indices for single fit models 
Recommended 
metrics 
Results 
Chi-square ≤ 3 1.74 
Bentler-Bonnet Normed Fit Index (NFI) ≥ .90 0.83 
Bentler Comparative Fit Index (CFI) ≥ .90 0.92 
Joreskog Adjusted GFI (AGFI) ≥ .95 0.76 
Root Mean Square Approximation (RMSEA) ≤ .08 0.047 
Akaike Information Criterion (AIC) < better 3448.443 
Brown-Crudeck Criterion (BCC) < better 3542.943 
 
For comparing models, lower scores for AIC and BCC is deemed more suitable 
(Shreiber et al., 2006; Hair et al., 2006; D. Venter, personal communication, July 1, 
2015). The RMSEA is 0.047 indicating a good model fit. The CFI was 0.92 indicating 
a conservative model fit. The Chi-square was 1.74 which is below 3.00 as 
recommended in Table 4.47. The AGFI was 0.76 which illustrates a mediocre model 
fit. NFI was 0.83 which is below the recommended 0.90 indicated in Table 4.47, 
which is not seen as a good fit.  
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Appendix D illustrates the full SEM diagram for the proposed model with 
abbreviations utilised within the AMOS package version 23 for the full SEM diagram.  
As mentioned earlier SEM was utilised to evaluate the relationships among the 
constructs and sub-constructs used in the model and hypothesised within the current 
study. The full SEM path diagram, as seen in Appendix D, depicts the relationships 
among the constructs, sub-constructs (presented as circles) and the items in the 
measurement model (presented as rectangles). Error terms (“disturbances” for latent 
variables) are included in the SEM diagram, represented by “e’s” for measured 
variables (Stoelting, 2002).  The error terms represent residual variances within 
variables not accounted for by pathways hypothesised in the model (Stoelting, 
2002).  The single headed arrows portray regression type relationships and double 
headed arrows portray covariances. The relationships between the constructs are 
discussed in the section below.  
 
4.5.3  SEM estimations 
 
The AMOS package utilised within the current study measured the estimated 
relationships between constructs in the proposed model. The purpose of the diagram 
below is to illustrate the relationships between the constructs.  
 
 
 
 
 
 
 
 
 
 
 
 
 
  * r = Covariance estimate 
** b = Standardised regression weight estimate 
 
Figure 4.1: SEM estimations (n=340)  
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The single headed blue arrows indicate dependency type relationship and the double 
headed blue arrows indicate a covariance. Figure 4.1 illustrates three dependency 
type relationships with readiness to change and three covariances among process of 
change, trust in leadership and work engagement. The regression weights and 
covariances are reported as estimates, because the AMOS programme estimates 
these values based on the sample data (D. Venter, personal communication, August 
4, 2015).  All the estimates illustrated in the Figure 4.1 are significant (p < 0.05) 
which implies causality due to the fact that SEM was utilised.  The weight of the 
regression of trust in leadership on readiness to change does not display 
significance. However, the latter does indicate a reportable result (D. Venter, 
personal communication, August 4, 2015). Whilst a larger sample will most likely 
confirm that the trust in leadership on readiness to change regression weight is 
actually significant, the sample size of the current study is viewed acceptable for 
exploratory purposes (Osborne & Costello, 2004; D. Venter, personal 
communication, August 8, 2015).  
As illustrated in Figure 4.1, the single-headed arrows suggest that process of change 
and work engagement significantly influence readiness to change (p < 0.0005). The 
dual-headed arrows suggest that process of change and work engagement is 
significantly correlated (p < 0.0005), suggesting that employees with high levels of 
work engagement will perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands. Figure 4.1 further illustrates 
that process of change and trust in leadership are significantly correlated (p < 
0.0005), suggesting that if trust in leadership exist, processes of change will be 
perceived more favourably. A correlation is also apparent between work engagement 
and trust in leadership (p < 0.0005), suggesting that work engagement could create 
enhanced trust in leadership and vice versa.  
The results from SEM imply that the data supports the hypotheses implied by the 
proposed model in that process of change and work engagement influence 
readiness to change. However, the relationship between trust in leadership and 
readiness to change is not statistically significant (p > 0.05). 
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4.6  SUMMARY OF THE HYPOTHESES TESTING 
Table 4.48 below illustrates the set alternative hypotheses for the current study and 
the results of each hypothesis.  
 
Table 4.48:  Summary of hypotheses 
Hypotheses Result 
H1-1   
There is a relationship between readiness to change 
and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores 
on the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
Accepted 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. Accepted 
H1-2a 
There is a significant relationship between the scores 
on the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub- Accepted 
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constructs of process of change. 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
4.7 CONCLUSION 
In conclusion this chapter summarised the main findings of the current research 
study. Descriptive statistics regarding the questionnaire items were discussed. The 
relationship between the demographic variable, constructs and sub-constructs were 
summarised. Further to this the relationships between the various constructs were 
discussed. The SEM results were also discussed to identify model fit with the data. 
Lastly, from the findings, the hypotheses were accepted or rejected. The next 
chapter will discuss the results in line with the relevant literature.  
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CHAPTER 5 
DISCUSSION OF RESULTS 
 
5.1  INTRODUCTION 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm. The previous 
chapter presented results obtained from the research questionnaire. The current 
chapter will discuss the results and relate the results to relevant theory discussed in 
the literature review. The researcher anticipates that the discussion within this 
chapter will provide more understanding and clarity regarding the results obtained. 
This chapter will also examine the research limitations of the current study as well as 
recommendations to the organisation and to researchers for future research.    
 
5.2  QUESTIONNAIRE RESULTS 
 
Inferential and descriptive statistics were utilised to analyse the results and to reject 
or accept the research hypotheses which were illustrated in the previous chapter. 
The results obtained from the questionnaire presented interesting findings and will 
be discussed in the sections below.  
 
5.2.1  Work engagement 
 
Respondents at the mid-tier accounting firm have high levels of work engagement. 
When employees are engaged they are able to deal with job demands more 
effectively. This implies that most of the respondents are energetic about their work, 
feel connected to their work, and are better able to deal with job demands. The 
success of a change initiative is when organisations maintain work engagement 
levels of employees during organisational change. It is important for change agents 
to consider work engagement as an integral part of the change process; that is, 
before, during and after change has taken place (Bhola, 2010).  Organisational 
changes that are a result of mergers, acquisitions, downsizing and restructuring 
leads to increased pressure on employees to work longer hours, take on greater 
responsibility and become more tolerable towards continuous change and ambiguity 
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(Burnes, 2005).  Therefore, it is essential to maintain work engagement levels of 
employees.  
 
The results from the present study further suggest that respondents have high levels 
of absorption. This implies that they are immersed in their work and find it difficult to 
detach from work to the extent that time passes by quickly. There are several 
researchers that view absorption as a profound involvement with an activity, so much 
so that little else seems to matter (Gonzalez-Roma et al., 2006;  Langelaan, Bakker, 
Schaufeli & Van Doornen, 2006). 
 
Further to this the respondents have high levels of dedication. This suggests that 
they are enthusiastic about their work and find it meaningful as well as challenging.  
According to Schaufeli and Bakker (2003) dedicated individuals identify with their 
work because they experience it as meaningful. The respondents within the mid-tier 
accounting firm also display high levels of vigour suggesting that they have high 
energy, passion and fortitude when working.  According to Schaufeli et al. (2002) 
vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence. 
 
5.2.2  Process of change 
 
This construct was measured by quality of change communication, participation, 
attitude of top management towards change and support by supervisors. Process 
factors of change interventions refer to the conditions facilitating or inhibiting success 
of change (Bouckenooghe et al., 2009). 
 
In terms of quality of change communication the results suggest that respondents 
perceive communication during a change process to be unclear and possibly 
irregular. Results revealed that departments are uniformed regarding change. 
Furthermore, respondents perceived two-way communication as unsatisfactory 
between departments and management teams during change processes. The 
participation sub-construct reveals many impartial responses suggesting that 
respondents possibly are not fully aware of any consultation during change or they 
are uncertain that their remarks are taken into account during a change process.   
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Respondents perceive that management has a positive vision for the future and that 
they are actively involved in the change process. In addition, respondents perceive 
that management pays attention to personal consequences that change initiatives 
could have on employees. Respondents furnished impartial results regarding 
whether managers coach employees during change, this could suggest that they are 
possibly unaware of managers coaching employees during change processes. 
Respondents also perceive that their managers do not have trouble adapting their 
leadership styles during change and will assist the employees in finding solutions to 
problems when the firm is undergoing change. 
 
The overall results from the process of change construct suggest that there is room 
for improvement when it comes to the processes of change within the mid-tier 
accounting firm. The latter is due to the fact that this construct indicated possible 
uncertainty with regards to processes around change implementation. 
 
5.2.3  Trust in leadership 
 
The results from this construct suggest that the mid-tier accounting firm will need to 
be more transparent with leadership activities surrounding change as results indicate 
that there is uncertainty surrounding certain leadership aspects, such as consistent 
implementation of policies or promises made during change.  Although there are a 
percentage of respondents who perceive that trust in leadership exists, the overall 
score from this construct indicates that there is also room for improvement when it 
comes to trust in leadership for the mid-tier accounting firm. It would possibly be 
easier for employees to go along an uncertain pathway of change when they trust 
their leaders who are guiding the change initiatives. 
 
Because change involves deviation and a certain amount of risk-taking, employees 
would most likely avoid change behaviours unless they operated in a situation in 
which they felt secure (Tierney, 1999). Therefore, trust in leadership during change 
processes is essential. In organisations where trust in top management exists, and 
where change projects have been implemented successfully in the past, 
organisational members are more likely to develop positive attitudes toward new 
changes (Bouckenooghe et al., 2009). 
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5.2.4  Readiness to change 
 
The results from the current study suggest that the respondents within the mid-tier 
accounting firm have high levels of readiness to change. This implies that they 
support and have positive attitudes towards change that occurs within the firm or 
their departments.  One of the basic reasons for the failure of change interventions is 
related to negative employee attitudes toward change (Clegg & Walsh, 2004).  
Readiness to change is the cognitive state that affects employee behaviours toward 
the change process as either resisting or supporting it (Armenakis et al., 1993).  
 
The results further indicate that the respondents have high levels of emotional 
readiness to change. This implies that the respondents within the mid-tier accounting 
firm have positive feelings about change processes, perceive change as refreshing 
and are willing to adapt to changes that occur in their workplace (Oreg, 2006).  
From the results it was also evident that the respondents have high levels of 
cognitive readiness to change. This implies that respondents perceive change 
positively and that change will improve and simplify their work (Oreg, 2006; 
Bouckenooghe et al., 2009).  Respondents within the mid-tier accounting firm also 
have high levels of intentional readiness which, according to Bouckenooghe et al. 
(2009), implies that they are willing to put energy into the change process. 
Emotional involvement, cognitive commitment and intention to change reflect three 
different manifestations of an individual’s evaluation of the change situation 
(McGuire, 1985). 
 
5.3  DIFFERENCES AMONGST DEMOGRAPHIC VARIABLES 
 
The results obtained from the questionnaire highlighted some differences amongst 
the demographic variables from the sample. These differences are highlighted by the 
mean scores of each construct and sub-construct. These constructs will be 
discussed separately in the section below.  
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5.3.1  Readiness to change 
 
The first set of hypotheses focused on determining the significant relationship 
between readiness to change, including the sub-constructs, and the demographic 
variables from the present study. Within the current study results did not indicate any 
significant relationship between readiness to change and the demographic variables. 
This contradicts findings presented by Hanpachern (1997) whereby it was indicated 
that there is a significant relationship between readiness to change and position 
within an organisation. However, the result from the present study concurs with 
Cunningham et al. (2002), and Weber and Weber (2001) in that readiness to change 
is not related to gender and age. 
 
The results did however identify a practical significance between job category and 
cognitive readiness which is one of the sub-constructs of readiness to change. 
Trainee accountants and top management have higher mean scores in terms of 
cognitive readiness than middle management and administrative staff. This suggests 
that trainee accountants and top management hold more positive beliefs and 
thoughts about changes that occur within the firm than middle management and 
administrative staff. These results could be due to the fact that trainee accountants 
are younger and more flexible and top management have greater control over 
change and are able to influence the changes that take place.  
 
Administrative staff are generally permanent employees that have been employed 
for longer periods of time than trainee accountants. Therefore, they might be less 
adaptable and in favour of change. To some extent middle management generally 
has to deal with staff who have less positive views about change and who struggle 
with adapting to it, which could ultimately affect middle management’s perceptions 
about change processes. The latter could possibly attribute to the fact that middle 
management have lower levels of readiness to change than top management and 
trainee accountants. 
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H1-1   
There is a significant relationship between readiness to 
change and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores on 
the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
accepted 
 
5.3.2  Work engagement 
 
Another set of research hypotheses from the current study was to determine whether 
there is a significant relationship between work engagement, including the sub-
constructs, and the demographic variables.  
 
The current study reveals that there is a significant difference between respondents 
aged 20–29 years and those aged 30–39 years in terms of absorption. There is a 
further significant difference between respondents aged 20-29 and those aged 50+ 
years in terms of absorption. This implies that the older respondents are more 
engrossed in their work and time passes by quicker for them when they work than it 
does for the younger respondents. This result concurs with a study conducted by 
Bezuidenhout and Cilliers (2011) which identified correlations between age and two 
of the work engagement sub-constructs, namely vigour and absorption.  
 
Further results from the present study reveal that older respondents are more 
engaged than younger respondents suggesting that older respondents feel more 
connected to their work and better able to cope with job demands. This could be 
because the older respondents generally have been at the firm for a longer period of 
time than the younger respondents and are also familiar with the firm’s job demands, 
policies and procedures. The latter result concurs with a study conducted by Jaupi 
and Llaci (2015) whereby they indicated that respondents aged 50-59 years 
displayed high levels of work engagement.  
 
The results from the current study revealed that there is a significant difference 
between the job categories of top management, administrative staff and trainee 
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accountants in terms of work engagement, with top management presenting higher 
mean scores than trainee accountants and administrative staff. These results 
suggest that top management have higher levels of work engagement than trainee 
accountants and administrative staff. This implies that top management are more 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands than trainee accountants and administrative staff.   
 
Trainee accountants seldom remain at a firm after articles due to the firm’s capacity 
and budget to employ them on as senior auditors. Therefore, trainee accountants will 
do what they need to during their articles in order to get by which attributes to the 
notion that they are less engaged than top management. Top management will 
generally gain more from being engaged as they will strive to invest more time and 
energy into the business, such as focussing on business development, which will 
ultimately lead to increased profit sharing. The latter result concurs with the result 
implying that older respondents are more engaged than younger respondents. 
Trainee accountants are generally younger than top management within an 
accounting firm as trainee accountants typically start their articles directly after 
completing their studies at university.  
 
The mean score for administrative staff indicate high levels of work engagement, 
however, their engagement levels are significantly lower than top management. This 
could be because administrative staff are generally a support function and not fee 
producing staff members.  Therefore, administrative staff will most likely be able to 
detach themselves easier from their work than top management as they are not in 
charge of how the business operates and are merely a support function.  
 
The results from the present study reveal a significant difference for gender with 
regards to vigour. Male respondents indicated higher levels of vigour than female 
respondents. This suggests that male respondents have higher levels of energy and 
mental resilience while working than female respondents. The latter result 
contradicts findings presented by Schaufeli et al. (2006) where it was identified that 
women had higher vigour scores than men.  
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Further results reveal that male respondents display higher levels of work 
engagement than female respondents. This implies that male respondents are better 
able to cope with job demands and feel more connected and energetic about their 
work. The latter result concurs with Banihani, Lewis, and Syed (2013) in that it is 
easier for men to demonstrate work engagement than for women.  
 
The results from the present study identify that Afrikaans speaking respondents have 
higher levels of work engagement than the English speaking respondents which 
implies that Afrikaans speaking respondents feel more connected to their work and 
better able to cope with job demands. The latter result is in conjunction with a study 
conducted by Bell and Barkhuizen (2011) where it was revealed that employees with 
Afrikaans as their home language reported higher levels of vigour, dedication and 
absorption than did employees with English as their home language.  
 
A significant difference is evident between Afrikaans and English speaking 
respondents in terms of dedication. Afrikaans speaking respondents have a slightly 
higher mean score for dedication than respondents who are English speaking. This 
suggests that Afrikaans speaking respondents identify more with their work and 
experience their work as more meaningful than English speaking respondents.  
 
The results from the study reveal that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region in terms of work 
engagement.  The respondents from the Free State/Northern Cape region have a 
much higher mean score than respondents from Kwa-Zulu Natal in terms of work 
engagement. This implies that respondents from the Free State/Northern Cape 
region have more energy when working, are better connected to their work and are 
better able to cope with job demands. As mentioned before, the offices within the 
Free State/Northern Cape region are much smaller than the other offices included 
within this study. Therefore, the working environment could possibly be different in a 
smaller office than a bigger office in terms of work pressure, individual work load, 
channels of communication, type of clients and amount of clients that need to be 
attended to. In a smaller office some employees would deal directly with clients, 
whereby in a larger office top management generally deal with the clients. Therefore, 
employees in smaller offices would generally feel more connected to their work.  
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Further to this, significant differences between respondents from the Eastern Cape 
region and Free State/Northern Cape region in terms of vigour were highlighted. The 
respondents from the Free State/Northern Cape region have a much higher mean 
score than respondents from the Eastern Cape region in terms of vigour. This 
implies that respondents from the Free State/Northern Cape region have higher 
levels of energy and mental resilience while working than respondents from the 
Eastern Cape region. The staff headcount within the Free State/Northern Cape 
region is much smaller than the staff headcount in the other regions which could 
attribute to this result.  
 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. 
Accepted 
H1-2a 
There is a significant relationship between the scores on 
the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
 
5.3.3  Process of change 
 
The results from the current study indicate that there is a practically significant 
relationship between job category and the process of change construct and sub-
constructs namely participation, quality of change communication and attitude of top 
management.  
 
The results illustrate that there is a significant difference between trainee 
accountants, middle management and administrative respondents in terms of quality 
of change communication. Trainee accountants have a higher mean score than 
middle management and administrative staff for this sub-construct. This suggests 
that trainee accountants perceive the quality of change communication to be more 
satisfactory than middle management and administrative staff. Trainee accountants 
are generally on fixed-term employment contracts due to their articles. Therefore, 
they may not be as concerned about the changes because it might not affect them 
for a long period of time. Administrative staff and middle management require more 
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communication regarding change processes and implementation than trainee 
accountants. Administrative staff and middle management are generally permanent 
employees and would be more affected by change within the firm, therefore they 
would prefer clearer and sufficient communication regarding changes within the firm.  
 
The results further indicate that there is a significant difference between the job 
categories of top management and administrative respondents in terms of the sub-
construct of participation. Top management have a higher mean score than 
administrative respondents. This suggests that top management are more aware of 
decisions taken during change. They are more involved in consultation regarding 
change and in general top management are more involved in aspects regarding 
organisational change projects. Within the mid-tier accounting firm under scrutiny top 
management are the key drivers of change implementation.  
 
There is a significant difference between the job categories of trainee accountant 
and administrative respondents in terms of attitude of top management. Trainee 
accountants have a slightly higher mean score than administrative staff for attitude of 
top management, suggesting that they perceive the attitude of top management 
during change processes more satisfactorily than administrative respondents.  
 
The current study’s results reveal that there is a significant difference between 
trainee accountants and administrative respondents in terms of process of change. 
Trainee accountants present a higher mean score for process of change than 
administration respondents suggesting that trainee accountants are more satisfied 
with the change processes than administrative respondents. This could, once again, 
be attributed to the fact that trainee accountants are on fixed-term employment 
contracts and are not that concerned about the attitude of top management during 
change. Whereas administrative staff would generally be more aware and concerned  
about the attitude of top management during change.  
 
The results from the current study present that the Free State/Northern Cape region 
and Western Cape region illustrate a significant difference in terms of the process of 
change construct with the Free State/Northern Cape region presenting a higher 
mean score. This suggests that the Free State/Northern Cape region is more 
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satisfied with the change processes than the Western Cape region.  The latter 
results could be because the Free State/Northern Cape region has smaller offices 
and generally communication regarding change would filter through departments 
easily. Further to this, the results indicate that there is a significant difference 
between the Free State/Northern Cape, Western Cape, Eastern Cape and Gauteng 
regions with regards to attitude of top management. The Free State/Northern Cape 
region has a relatively higher mean score than the Western Cape, Eastern Cape and 
Gauteng regions with regards to attitude for top management. This suggests that the 
Free State/Northern Cape region perceives the attitude of top management during 
change processes more positively than the other regions. As mentioned earlier, the 
latter result could be attributed to the fact that the Free State/Northern Cape region 
has smaller offices. Thus, employees are better able to comprehend and experience 
the top managements’ positive vision for the future and how they support the change 
processes unconditionally.  
 
In a study conducted by Harp (2011) it was found that there were no statistically 
significant differences between males and females in their overall assessment of 
effective change communication. The latter contradicts the current study’s results 
whereby a significant difference was identified for gender on the sub-constructs of 
quality of change communication, participation and attitude of top management. The 
male respondents have slightly higher mean scores than the female respondents 
with regards to quality of change communication, participation and attitude of top 
management. This implies that male respondents perceive quality of change 
communication, participation during change processes and the attitude of top 
management to be more satisfactory than female respondents.  
 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. 
Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
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5.3.4  Trust in leadership 
 
The results indicate that there is a significant difference between the Free 
State/Northern Cape, Western Cape, Eastern Cape and Gauteng regions concerning 
the trust in leadership construct. The Free State/Northern Cape region has a 
relatively higher mean score than the Western Cape, Eastern Cape and Gauteng 
regions concerning this construct. This suggests that the respondents from the Free 
State/Northern Cape region have more trust in leadership with regards to change 
projects. The latter results could once again attribute to the size of the offices within 
this region.  Respondents within these offices are more likely to see that the leaders 
are consistent with policy implementations as there is less distance between top 
management and employees thereby enhancing the trust relationship. In 
organisations where trust in top management exists, and where change projects 
have been implemented successfully in the past, organisational members are more 
likely to develop positive attitudes toward new changes (Bouckenooghe et al., 2009). 
 
Furthermore, the results indicate that there is a significant difference for language on 
the trust in leadership construct. Respondents who are Afrikaans speaking in the 
sample have a higher mean score for trust in leadership than respondents who are 
English speaking. This implies that Afrikaans speaking respondents have more trust 
in leadership than English speaking respondents.  
 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
 
 
5.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS 
 
The relationships between the constructs were measured by examining the results 
from the Pearson Product moment correlations. To further examine these 
relationships, the proposed model was also tested by way of SEM.  
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5.4.1  Readiness to change and work engagement 
 
The current study found that there is a relationship between readiness to change and 
work engagement. The latter concurs with studies conducted by Mangundjaya 
(2012), Prasad (2014) and Hung et al. (2013) where it was revealed that work 
engagement is positively related with readiness to change. This suggests that 
employees who support change are generally energetic about their work, feel 
connected to their work, and are better able to deal with job demands. 
 
The results from the current study further identified that there is a practically and 
statistically significant relationship between emotional readiness and vigour which 
implies that employees who perceive change positively and as refreshing, are 
generally more energetic at work and mentally resilient. The results further identify 
practical and statistical relationships between intentional readiness and all the sub-
constructs of work engagement. The latter implies that respondents who contribute 
and devote themselves to a change process generally feel enthusiastic about their 
work, proud of the work they do and are immersed in their work so much so that time 
passes by quickly.  
 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
 
5.4.2  Readiness to change and process of change 
 
The current study found that there is a significant relationship between readiness to 
change and process of change. This suggests that when change is not resisted but 
supported, generally employees will perceive change processes positively within the 
organisation.    
 
146 
 
Results from the current study also reveal a relationship between quality of change 
communication and all sub-constructs of readiness to change. This suggests that 
change communication will generally assist with overall support for change.  
According to Ranta (2011) change communication was found to be an important 
factor in facilitating readiness to change. Ranta (2011) explains that this finding has 
practical significance in that communication should be considered critical in 
facilitating readiness to change. In a study conducted by McKay, Kuntz and Näswall 
(2013) it was indicated that the perceived adequacy of change related 
communication was associated with participants’ readiness to change. 
 
The current study reveals that there is a relationship between participation and 
cognitive readiness, suggesting that involving and consulting with employees during 
change will generally improve employees’ perceptions about change processes.  
Jimmieson et al. (2008) specified that participation in change implementation 
processes has been commended for its positive impact on change readiness and 
potential to decrease resistance.  
 
The results from the present study indicate that there is a relationship between 
attitude of top management and support by supervisors with all the sub-constructs of 
readiness to change. The latter implies that the attitude of top management and 
support by supervisors during change processes and implementation will assist in 
creating overall support for change amongst employees within the organisation.  This 
result concurs with the outcomes of a study conducted by Brummelhuis (2012) 
whereby it was noted that leadership and quality of communication are positively 
related to readiness to change.  
 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of process of change. 
Accepted 
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5.4.3  Readiness to change and trust in leadership 
 
The results from the study indicate that there is a significant relationship between 
readiness to change and trust in leadership. This suggests that employees who 
support change will generally have trust in leadership during organisational change. 
This outcome is similar to findings from a study conducted by Zayin (2010) indicating 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  Further to this, Myungweon (2011) mentioned that certain aspects of 
leadership, such as employees’ trust in executive management, effective leadership 
practices, and the quality of employee and manager relationships, also influence 
readiness to change. 
 
The results from the current study also reveal that there is a relationship between the 
sub-constructs of readiness to change and trust in leadership. This suggests that 
when employees are prepared to put their energy into the change process, hold 
positive beliefs about change and find change refreshing, will generally have trust in 
leadership during organisational change.  
 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
 
5.4.4  Work engagement and process of change 
 
The results from the current study revealed that there is a clear correlation between 
work engagement and process of change.  This implies that respondents who are 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands, will generally perceive processes of change in a positive 
light.   
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Further to this, all the sub-constructs from work engagement display practical and 
statistical significant correlations with process of change and sub-constructs of work 
engagement. This suggests that when respondents are immersed in their work, 
enthusiastic about their work, find their work meaningful and challenging as well as  
have passion and fortitude when working, they will generally perceive the quality of 
change communication, participation in decision making, attitude of top management 
and support by supervisors during change initiatives as positive aspects during 
change implementation.  According to a research paper presented by Change First 
(2013) one of the major influencing factors in work engagement is the degree to 
which people see the organisation successfully implementing change i.e. the 
processes of change.  
 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
 
 
5.4.5  Work engagement and trust in leadership 
 
The results from the present study present a significant relationship between work 
engagement and trust in leadership, suggesting that when employees trust 
leadership they generally are more engaged. The latter results concur with results 
presented by Engelbrecht, Heine and Mahembe (2014) indicating that there is a 
positive relationship between trust in leadership and work engagement. Further to 
this, Bargagliotti (2011) concluded that trust in leadership is an antecedent of work 
engagement. Hassan and Ahamed (2011) indicated that the relationship between 
trust and work engagement is mutually reinforcing and leads to an upward spiral 
effect. According to Dirks and Ferrin (2002) an increase in trust is a direct or indirect 
result of positive workplace behaviours and attitudes like organisational commitment 
and employees’ work engagement.  
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The current study further indicates that trust in leadership demonstrates significant 
correlations with dedication, vigour and absorption. This suggests that when 
employees trust leadership they typically will be more enthusiastic and immersed in 
their work, find their work meaningful and challenging as well as have passion and 
fortitude when working. 
 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
 
5.4.6  Process of change and trust in leadership 
 
According to the current study trust in leadership is significantly related to process of 
change and its sub-constructs, namely quality of change communication, 
participation, attitude of top management and support by supervisor. When trust in 
leadership exists the processes of change will be received more positively. 
Employees who perceive processes of change positively are usually those who have 
trust in leadership. Good processes of change implementation could also improve 
trust in leadership. The researcher could not ascertain any results from previous 
studies to support these findings. 
 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
5.4.7  SEM findings 
 
To support the findings from Pearson Product moment correlations the proposed 
model was tested by way of SEM.  
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The SEM results illustrate that work engagement and process of change influences 
readiness to change. This suggests that employees who are engaged in their work 
will be less resistant towards change; thus improving work engagement levels of 
employees will lead to them supporting change initiatives. Furthermore, adequate 
change processes will contribute in generating support for change processes 
amongst employees thereby reducing resistance to change.  
 
The SEM results further reveal that process of change and work engagement are 
significantly correlated, suggesting that employees with high levels of work 
engagement will generally perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands.  
 
Process of change and trust in leadership are also significantly correlated as 
indicated from the SEM results. As mentioned before, this suggests that when 
processes of change are perceived positively employees will generally have trust in 
leadership. Further to this, when there is trust in leadership employees will generally 
perceive the change processes more positively.  
 
The SEM results further reveal that there is a significant correlation between work 
engagement and trust in leadership which implies that work engagement will 
generally enhance trust in leadership and vice versa.  
 
5.5  LIMITATIONS 
 
To ensure that all perspectives of the research are examined it is essential to 
discuss any possible limitations surrounding the study. The researcher was mindful 
of the potential limitations with regards to utilising the measuring instrument. The 
combined scale length and time taken to complete the questionnaire could possibly 
have influenced the response rate and this was discussed in Chapter 3 (section 3.3).  
 
Further to this, the measuring instrument was not administered before the changes 
were implemented, as recommended by Bouckenooghe et al. (2009). The instrument 
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was only administered during change implementation. Therefore, the researcher was 
not able to compare the respondents’ readiness to change and work engagement 
before and after the changes have taken place within the current study.  
 
The response rate for this study was lower than anticipated. Although the responses 
received where good enough to produce adequate results for the current study, a 
larger response rate would increase generalisability of the finding.  Further to this, 
due to a low response rate, there was not a representative sample for all the relevant 
race groups therefore analysis was not feasible.  
 
The researcher was aware of any systematic and random errors that could have 
influenced the results. Therefore, a limitation for the current study was that 
respondents work in a time and fee driven work environment. Consequently, time 
constraints and work pressure could potentially have influenced the response rates. 
An advantage of utilising an electronic questionnaire is that the respondents could 
have completed the questionnaire at home or in their own time.  
 
Trust in leadership was only measured by three items as referred to in the research 
methodology. The researcher was aware that this could possibly influence the 
results for this construct. However, the results from this construct were still 
considered to be valuable and introduced an area for improvement in potential future 
research.  
 
An awareness of the limitations from the current study could potentially assist any 
future research on this topic to design their own study with the current limitations in 
mind. Despite the limitations, the results still demonstrated the relationships between 
readiness to change and work engagement. 
 
5.6  RECOMMENDATIONS FOR THE MID-TIER ACCOUNTING FIRM 
 
Based on the results of the current study, a number of recommendations are 
presented for the mid-tier accounting firm.  
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The results indicate that there are high levels of work engagement and readiness to 
change. Further to this, the results indicate that there is a relationship between work 
engagement and readiness to change. Therefore, a recommendation for the mid-tier 
accounting firm is to nurture the existing work engagement of the employees. There 
are various initiatives that could be implemented to nurture work engagement. 
However, based on the context of this study work engagement could be nurtured by 
way of quality change communication, enhancing trust in leadership, focusing on 
participation of employees around change initiatives to generate buy-in and ensuring 
that top management have positive attitudes about change initiatives and processes.  
Being a part of changes that constantly fail or are only partially implemented, 
demotivates employees and drains their energy, focus and excitement for new 
changes (Change First, 2013).  
Further to this, where the results indicated differences amongst demographic 
variables with regards to work engagement, readiness to change, process of change 
and trust in leadership, focus groups can be organised to determine why the 
differences exist.  
Another recommendation for the mid-tier accounting firm is to encourage readiness 
to change even though the results present high levels of such readiness. Readiness 
to change can be created by working through the steps for creating readiness and 
change implementation as discussed in Chapter 3 (Table 2.4).  
The results from this study also reveal that there is room for improvement when it 
comes to the processes of change. It is important for the mid-tier accounting firm to 
focus on the human element of change as this is crucial to the successful 
implementation thereof. The latter is an aspect generally overlooked. The ability to 
openly voice concerns and share ideas and information will result in the crucial 
understanding of, and commitment to change (Bovey & Hede, 2001).  The results 
also revealed that the mid-tier accounting firm will need to be more transparent with 
leadership activities surrounding change as the results indicate that there is 
uncertainty surrounding some leadership aspects, such as consistent 
implementation of policies or promises made during change. Transparency can be 
increased by open and honest communication.  
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The mid-tier accounting firm, with the help of the Human Resources Department, 
needs to explain past failures fully and align procedures and policies appropriately 
before initiating new change initiatives. The mid-tier accounting firm can foster 
perceptions of support, participation, and trust among employees by encouraging 
open and honest communication. 
 
5.7  RECOMMENDATIONS FOR FUTURE RESEARCH 
 
It would be advisable to further scrutinise the concept of trust in leadership as a lack 
of trust in leadership can be a consequence of ineffective communication within an 
organisation (Lamm, Gordon, & Purser, 2010).  This can be done by incorporating a 
larger trust scale into the present study’s questionnaire. Alternatively, trust in 
leadership could be measured as a separate construct.  
 
Within the current study the measuring instrument was not administered before 
change, therefore the researcher was not able to compare the respondents 
readiness to change and work engagement before and after the changes had taken 
place. Another recommendation for future research would be to administer the 
research questionnaire utilised within the present study before and after a change 
initiative takes place, so as to determine if the change process influenced work 
engagement or to assess the employees’ level of readiness to change.  
 
The SEM results indicated a mediocre model fit with the data, therefore it would be 
beneficial to attempt on improving the model fit.   Potentially testing this model with 
other samples and in other industries may be beneficial. 
 
The present study did not measure the tenure of the respondents. The results from 
the present study reveal that there were significant differences between trainee 
accountants and the other job categories in terms of levels of work engagement, 
readiness to change and process of change. Trainee accountants are normally on 
fixed-term employment contracts and have not been employed within the mid-tier 
accounting firm as long as the other respondents. This could possibly be one of the 
reasons why there are differences amongst these job categories. Therefore, it would 
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be beneficial to measure the tenure of the respondents when determining the 
relationship between readiness to change and work engagement within an 
accounting firm. 
 
5.8  CONCLUSION AND CONTRIBUTION OF THE CURRENT STUDY 
 
The primary aim of this study was to contribute to the body of knowledge on 
readiness to change and work engagement. This was achieved by investigating the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. As far as it could be ascertained these two constructs have not been 
included in a single study in South Africa, as yet. The contribution of this study is that 
it has provided new insights into the relationships between readiness to change and 
work engagement in a South African context.  
 
By understanding the relationships between readiness to change and work 
engagement the mid-tier accounting firm will receive valuable information on how the 
integration/change processes impacted the employees and top management within 
the firm and how to approach future integration/change procedures.  From the 
results of the study it was implied that high levels of work engagement will generate 
high levels of readiness to change. Engaged employees are better able to cope with 
job demands during change processes which ultimately will impact whether change 
implementation is successful.  
Further to this, the secondary objectives of the study were to confirm any possible 
relationships between the demographic variables and constructs within the study. 
These objectives were also achieved. As this study was conducted within an 
accounting firm, a further contribution of the study could be that the research can be 
conducted in other accounting firms undergoing a change process – as the results 
from this study highlighted the importance of work engagement, process of change 
and readiness to change.  In conclusion, an employee’s work engagement and an 
organisation’s processes of change, such as quality of change communication, 
participation during change, attitude of top management towards change, support by 
supervisors and trust in leadership, influences the employees’ readiness to change. 
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Therefore, the latter elements are crucial for successful change implementation 
within an organisation.   
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APPENDIX A 
 
ATTENTION:  Partners and Human Resources 
 
PhD (Industrial Psychology) research consent 
 
Topic:  
 
The relationship between readiness to change and work engagement within a Mid-
Tier Accounting firm undergoing change processes within South Africa.  
 
Motivation for conducting this study:  
 
• Factors such as globalisation, reduced technology cycles, shifting 
demographics, changing customer demands and worker expectations, 
international economic trends and international competition are some of the 
generic forces driving change in South African organisations. 
• For a change process to be implemented successfully there needs to be a 
level of readiness to change. When readiness to change exists, the 
organisation is primed to embrace change and resistance is reduced. 
• The motivation for this study is based on the notions that organisations need 
to determine the change readiness of its members before embarking on 
change processes as this could lead to the success or failure of planned 
change. 
• This study wishes to explore the relationship between change readiness and 
work engagement during a change process within an organisation.  
• All dimensions of work engagement will influence readiness to change.  
• Work engagement is viewed as a workplace approach designed to ensure 
that employees are committed to the organisation’s goals and values, 
motivated to contribute to organisational success and at the same time to 
enhance their own sense of well-being. 
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• Work engagement is the degree to which people commit to an organisation 
and the impact that commitment has on how profoundly they perform and 
their length of tenure. 
• It is believed that the higher the work engagement, the higher the readiness to 
change will be. 
 
What value will the Firm receive from this research? 
1. It will reveal the employees’ readiness to change they have / had during the 
integration processes.  
2. It will identify how to approach change implementation in the future.  
3. It will identify the employees’ level of work engagement. This will assist with 
research that National HR wanted to undertake with regards to the employee 
engagement project.  
4. It will reveal how employees at different levels in the organisation perceived / 
perceive the changes.  
5. It will reveal various change models within the literature which can be used for 
future change implementation.  
6. It will identify the level of trust employees have in top management. 
7. It will reveal if there were communication problems within the process, which 
we can use to improve future change implementation strategies.  
8. It will identify if current process used for change implementation had an effect 
on readiness to change.  
9. It will identify if there is any resistance towards change. 
10. The above results will be “quick-wins”. The study will reveal more information 
that will be valuable to this firm once the results are examined in detail.  
 
How will the research be conducted? 
 
• It will be an electronic questionnaire / online survey.  
• The survey will be constructed by combining two existing questionnaires that 
measure readiness to change and work engagement.  
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• Biographical items will also be inserted into the survey, ensuring the 
anonymity of the respondents. 
• The survey will be voluntary; however with the help of HR, participation will be 
encouraged.  
• The survey will be open for a week in March.  
• Statisticians will help with the de-coding of the information.  
• The survey will be easy to complete.  
 
Costs: 
 
• There will be no costs for the firm. The costs will be covered on a personal 
capacity.  
 
What are the ethical considerations? 
 
• The survey will be anonymous and voluntary. 
• Once completed and accepted by NMMU the thesis will be made available to 
the public.  
• There will be no usage of the company’s name throughout the research study. 
No specific company information will be disclosed, just surface level general 
discussion about the various integration processes.  
• The researcher will refer to the company through-out the study as a Mid-Tier 
Accounting Firm within South Africa.  
• For peace of mind, a willing Partner or HR representative from the firm, can 
review the outcomes before it is sent off for final editing. 
 
Progress to date: 
 
• 2013 – started working on proposal. 
• 2014 - The proposal has been accepted by NMMU. The research committee 
at NMMU commended the research approach and proposal.  This does not 
happen often.  
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• 2015 – Literature study started and the researcher intends to start the field 
work soon. 
 
Theory in support of motivation for this study: 
 
• Readiness for change is conceived as a multifaceted concept that comprises 
of the following dimensions: 
o Emotional dimension; refers to the affective reactions toward change. 
o Cognitive dimension; refers to the beliefs and thoughts people hold 
about change. 
o Intentional dimension; refers to the extent to which employees are 
prepared to put their energy into the change process. 
 
• To broaden understanding of readiness to change, it is essential to look at 
climate dimensions and process factors of change.  
 
o Climate of change: is seen as an employee’s perceptions of which 
organisational change initiatives in an organisation are expected, 
supported, and rewarded. It is an important component for shaping 
employees attitudes towards change. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a 
positive attitude towards change Under this component you will focus 
on: 
 Trust in Leadership: In organisations where trust in top 
management exists, and where change projects have been 
implemented successfully in the past, organisational members 
are more likely to develop positive attitudes toward new changes 
 
o Process Dimensions: Process dimensions will look at the following 
elements that will contribute to positive outcomes of an organisations 
change efforts: 
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 Models of change: they will provide more theoretical 
knowledge on different ways for change implementation.  
 Process factors: process factors of change interventions refer 
to the conditions facilitating or inhibiting success of change such 
as participation, support by supervisors, communication and 
attitude of top management towards change.  
 
Proposed Model to be utilised:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
• Climate of change, process of change, cognitive-, emotional- and intentional 
readiness are all dimensions that will measure readiness to change.  
• Work engagement also consists of elements that will measure the level of 
work engagement.  
• This research study also wishes to explore the relationship between readiness 
to change and work engagement.  
• This will add a lot of value to the firm as mentioned earlier.  
 
 
Emotional 
Readiness 
Readiness to  
Change 
Cognitive 
Readiness 
Intentional 
Readiness 
Trust in 
Leadership 
Process 
of change 
Work 
Engagement 
Participation 
Support by 
Supervisor 
Attitude of 
Top 
management 
Vigour Dedication Absorption 
Quality of 
change 
communication 
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I hope this proposal has highlighted the value this study can possibly bring to our 
firm.  
 
Thanking you in advance,  
 
 
Megan Matthysen 
Senior Human Resources Officer 
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APPENDIX B 
 
Dear Participant, 
 
I would like to invite you to participate in a research study regarding the ongoing 
integration processes within the firm. The information from the study will possibly 
deteremine the relationship between readiness to change and work engagement 
within the firm. Results obtained from this study will be very valuable for future 
integration projects and the well-being of employees within the firm.  
 
I humbly request that you complete the electronic questionnaire, in order to gather 
data for the study. Participation is voluntary, but your assistance will be greatly 
appreciated and will be valuable to this research. Participants will remain anonymous 
and may withdraw at any stage without penalty. All data obtained will be treated in a 
strictly confidential manner and will only be used for the purposes of the research. 
 
Should you wish to participate, please click on the following link: 
http://forms.nmmu.ac.za/websurvey/q.asp?sid=1405&k=llueugysdb  
 
When electing to participate in completing the electronic questionnaire, it will be 
regarded as implied consent.  
 
Any queries regarding the survey can be directed to Megan Matthysen at   
megan.matthysen@gmail.com   
 
Thanking you in advance,  
 
 
 
Megan Matthysen 
Senior Human Resources Officer 
 
Tel:  041 501 9756 
 
Supervisor: Dr Chantel Harris 
Tel: 041 504 2124 
 
NMMU ethics clearance number: H-15-BES-IOP-003     
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APPENDIX D 
Abbreviation as per model Meaning of abbreviation 
Readiness for change 
RFC Readiness for change 
RFC Emo Emotional readiness 
RFC Cog Cognitive readiness 
RFC Int Intentional readiness 
Work engagement 
WE absorption Absorption 
WE dedication Dedication 
WE vigour Vigour 
Process of change 
POC QCC Quality of change communication 
POC PAR Participation 
POC ATC Attitude of top management 
POC SBS Support by supervisor 
Trust in leadership 
TLE Trust in leadership 
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ABSTRACT 
 
Readiness to change is a critical element for the successful implementation of 
organisational change (Weiner, 2009). Work engagement is an important driver for 
organisational success (Lockwood, 2007) and it is important that organisations 
sustain work engagement during organisational changes. Readiness to change and 
work engagement are both important aspects of a successful organisation. The 
purpose of this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm in South Africa.  
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). The measuring 
instrument utilised demonstrated adequate reliability. By utilising the OCQ-C,P,R two 
additional constructs were incorporated into the study namely process of change and 
trust in leadership. The measuring instrument was sent electronically to all the staff 
members within the mid-tier accounting firm across South Africa. The researcher 
obtained a sample of n = 340. A model was constructed based on the measuring 
instrument to illustrate the hypothesised relationships between the constructs. 
Results from confirmatory factor analysis suggested that there was a good model fit 
with the data. Both descriptive and inferential statistics techniques were used for the 
data analysis.  
 
The relationships between the constructs were tested through structure equation 
modelling and Pearson’s product-moment correlation coefficients. The results of the 
study indicated that there is a practical and statistically significant relationship 
between readiness to change and work engagement. The results of the study 
implied that high levels of work engagement will generate high levels of readiness to 
change. Engaged employees are better able to cope with job demands during 
change processes which ultimately will impact whether change implementation is 
successful. Readiness to change and work engagement also indicated significant 
correlations with process of change and trust in leadership. Demographic groups had 
v 
 
significant differences in the mean scores for work engagement, process of change 
and trust in leadership.   
 
Keywords: Readiness to change, Work engagement, Trust in leadership, Process of 
change. 
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CHAPTER 1 
INTRODUCTION 
 
1.1  INTRODUCTION 
 
“Change in organisations has become synonymous with standard business practices 
and long-term organisational ends should be reformulated on a regular basis” 
(Appelbaum, St-Pierre & Glavas, 1998, p.289). 
 
Factors such as globalisation, reduced technology cycles, shifting demographics, 
changing customer demands and worker expectations, international economic trends 
and international competition are some of the generic forces driving change within 
South African organisations (Swanepoel, Erasmus, Van Wyk, & Schenk, 2003). 
Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without this balance, 
organisations can risk having anxious and resistant employees that may yield to 
diminishing productivity which untimely will affect the bottom line.   
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe, De Vos 
& van den Broeck, 2009). Because the future is often uncertain in terms of change, 
employees are not motivated to change unless there are compelling reasons to do 
so.  Bouckenooghe et al. (2009) explain that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness exists, the 
organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Armenakis, 
Harris and Mossholder (1993) mentioned that when organisational members are not 
ready for the change they may initiate negative reactions such as sabotage, 
absenteeism, and output restrictions. Readiness to change reflects beliefs, feelings 
and intentions regarding the extent to which changes are needed as well as 
2 
 
perceptions of individuals and organisational capacity to successfully enact those 
changes (Armenakis et al., 1993).  
 
The motivation for this study was based on the notion that organisations need to 
determine the change readiness of its members before embarking on such 
processes, as this could possibly lead to the success or failure of planned change.  A 
further motivation was to explore the relationship between readiness to change and 
work engagement during a change process within a mid-tier accounting firm. 
Mangundjaya (2012) stated that all dimensions of work engagement will influence 
readiness to change. Work engagement is viewed as a workplace approach 
designed to ensure that employees are committed to the organisation’s goals and 
values, motivated to contribute to organisational success and simultaneously to 
enhance their own sense of well-being (McLeod & Clark, 2009). Work engagement is 
the degree to which people commit to an organisation and the impact that 
commitment has on how well they perform, as well as their length of tenure 
(Federman, 2009). Mangundjaya (2012) believes that the higher the work 
engagement, the higher the readiness to change will be.  
1.2  BACKGROUND TO THE STUDY 
 
The mid-tier accounting firm under scrutiny employs 990 professionals in South 
Africa and 73 Partners (N. Solomon, personal communication, February 2, 2015). 
Worldwide the firm can rely on the skills of 17000 professionals in 77 countries which 
structure its integrated partnership in Europe, Africa, the Middle East, Asia Pacific, 
North America, Latin America and the Caribbean (R. Williams, personal 
communication, September 26, 2014).   
 
The mid-tier accounting firm underwent an integration process with an international 
accounting firm on 1 September 2008 and the merger between the firms introduced 
many changes. Various integration processes continue to take place. The aim for the 
mid-tier accounting firm was to become fully integrated in a national and international 
capacity. From an international level the firm had adopt new policies (i.e. dress 
code), procedures (i.e. audit methodologies, company procedures) and visual 
identity (i.e. firm name and logo). From a national level the integration processes 
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implied that all the offices across South Africa would be viewed as one practice and 
possess similar business policies, procedures and strategies.  
 
Certain integration processes within the mid-tier accounting firm were changing the 
client information system, which implied numerous changes in the way the firm is 
operated. For example, it changed the process of how clients were invoiced for 
services rendered.  Furthermore, it will impact the outputs for certain positions such 
as the Debtors Clerk function in each office. The debtors function will be moved to 
one central location rather than operating from each individual office. Thus, the 
Debtors Clerk job function could be made redundant in some of the individual offices. 
The latter creates uncertainty for all Debtors Clerk positions around the country (R. 
Williams, personal communication, July 23, 2014).  
 
Before the national office integration took place, each office from the mid-tier 
accounting firm within South Africa was a separate practice with their own registered 
business entities and partnerships. There are currently 12 offices across South 
Africa (R. Williams, personal communication, July 23, 2014). Several structural 
changes within the national practice were conducted to transfer all the employees, 
from the various offices within the mid-tier accounting firm across South Africa, into 
different reporting entities to form one national integrated practice across South 
Africa (R. Williams, personal communication, July 23, 2014).  
 
However, some offices selected to move back to their old structures and reporting 
lines due to legal implications with regards to tendering for work within the Auditor 
General (R. Williams, personal communication, July 23, 2014). For the latter offices, 
a big portion of fees is produced from work done for the Auditor General and they 
could not tender for work if they were attached to the ”bigger” national partnership. 
Tendering for Auditor General projects has certain requirements such as Broad 
Based Black Economic Empowerment (BBBEE), which could not be achieved if 
these offices were registered within the national practice.  Therefore, reverting back 
to past structures was a practical business decision.  
 
These movements could possibly have impacted future change processes as the 
employees’ readiness to change was affected by the track record of an organisation 
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in dealing effectively with change (Bouckenooghe et al., 2009).  The mid-tier 
accounting firm indicated that the new structures were not effective and therefore 
moved back to the original structures and business entities. Employees were 
informed that this component of the change was unsuccessful. Over the past few 
years the mid-tier accounting firm has been through several mergers and integration 
processes with other accounting firms resulting in the firm growing in numbers (R. 
Williams, personal communication, July 23, 2014). Merging with other accounting 
firms has had a big impact on the employees involved in terms of relocation to other 
offices, new policies and procedures to follow and adjusting to a new culture (R. 
Williams, personal communication, July 23, 2014).   
 
In order to place the current study in context, it is necessary to be familiar with the 
following fields of study: readiness to change and work engagement.  An introduction 
to the literature review will be discussed in the following section and should provide a 
better understanding regarding the concepts under scrutiny. 
1.3  READINESS TO CHANGE 
 
Readiness to change takes its roots in early research on organisational change 
(Walinga, 2008). The greatest challenge lies with the common assumption in 
organisational change literature that employees need to “be made ready” for the 
change that is imminent within the organisation (Aremenakis & Harris, 2002). 
Walinga (2008) explains that facilitating employee readiness to change would entail 
exploring how leaders can “get ready” to “get employees ready” for change. 
 
Readiness is considered a critical precursor to the successful implementation of 
complex changes (Weiner, 2009). It is suggested that failure to establish sufficient 
readiness accounts for one-half of all unsuccessful, large-scale organisational 
change efforts (Weiner, 2009). Readiness to change is not only a multi-faceted 
construct (Bouckenooghe et al., 2009), but a multi-levelled one. Specifically, it refers 
to employees’ commitment and efficacy to implement organisational change. This 
definition followed the usual language use of the term ”readiness”, which suggests a 
state of being both psychologically and behaviourally prepared to take action. 
Change commitment refers to organisational members' shared resolve to pursue the 
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courses of action involved in change implementation (Weiner, 2009). Change 
efficacy refers to organisational members' shared beliefs in their collective 
capabilities to organise and execute the courses of action involved in change 
implementation (Weiner, 2009). 
1.4  WORK ENGAGEMENT  
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli, Salanova, 
Gonzalez-Romá, & Bakker, 2002, p.74). Engaged individuals are energetic and feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007).  Vigour is characterised by energy, mental resilience, the 
willingness to invest one’s effort, and persistence (Schaufeli, Salanova et al., 2002). 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, Salanova et al., 2002, p.74). Absorption is 
characterised by being engrossed in one’s work, to the extent that time passes 
quickly and it is difficult to detach oneself from work (Schaufeli, Salanova et al., 
2002).  
 
Engaged employees are generally more productive in the workplace (Wu, 2013). 
Work engagement has become a popular topic within both academic and practical 
areas since 1990s. Robinson, Perryman and Hayday (2004) conceptualised 
engagement as a positive employee attitude towards the organisation and its values.   
 
Work engagement overlaps with the research topics of employee commitment, 
motivation and satisfaction, but is differentiated from these variables in that it can 
either be a result of organisational efforts or the employee’s choice of engagement 
with the organisation (Robinson, et al., 2004). Work engagement is a key business 
driver for organisational success, where high levels of engagement promote 
retention of talent, foster customer loyalty and improve organisational performance 
and stakeholder value (Lockwood, 2007). Engaged employees typically remain 
enthusiastic about their company and choose to remain with the organisation. These 
employees feel valued for the contributions they make and not merely for the salary 
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they receive. Work engagement is influenced by many factors ranging from 
workplace culture or climate, organisational communication and managerial styles to 
trust, respect, leadership and company reputation (Lockwood, 2007).  
 
Organisational changes that result from mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more resistant towards continuous change and 
ambiguity (Burnes, 2005). The problem becomes exaggerated when change agents 
(i.e. managers, top management) fail to include the individual in the adaptation 
process and also fail to manage the change process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged in their work and the 
organisation (Marks, 2007). According to Weiner and Roberta (2008) disengagement 
includes feelings of alienation or loss of identity with an organisation.  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. It is important for change agents to consider work engagement as an 
integral part of the change process, that is, before, during and after change has 
taken place (Bhola, 2010). The current study explored the relationship between 
readiness to change and work engagement within an organisation undergoing 
change.  
 
In a study conducted by Myungwean (2011), certain aspects of leadership, such as 
employees’ trust in executive management, effective leadership practices, and the 
quality of employee– manager relationships influence readiness to change. Further 
studies highlight that there is a relationship between readiness and processes of 
change (Ranta, 2011; McKay, Kuntz & Näswall, 2013; Jimmieson, Peach & White, 
2008). Furthermore, Mahembe (2014) suggests that there is a positive relationship 
between trust in the leader and work engagement. Bargagliotti (2011) concluded that 
trust in the leader is an antecedent of work engagement. Organisational climate, 
such as trust in leadership, is important for establishing a positive attitude towards 
change. In light of the above discussion it was essential to include climate- and 
process of change within the current study. The latter constructs could possibly 
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influence the employees’ readiness to change and work engagement within the mid-
tier accounting firm under scrutiny during change implementation.  
1.5 CLIMATE OF CHANGE 
 
Individuals need trust, support and cooperation to function effectively. Organisations 
with climates that have flexible and supportive structures are conducive to 
establishing a positive attitude towards change (Bouckenooghe et al., 2009). Tierney 
(1999) agrees that the psychological climate dimensions of trust, participation and 
support are preconditions of an environment conducive to change. Schneider, Brief 
and Guzzo (1996) explain that an organisational climate is an important component 
for shaping employee actions, including employee attitudes toward change. As 
mentioned by Robinson et al. (2004) work engagement is conceptualised as a 
positive employee attitude towards the organisation and its values. Therefore, 
focusing on factors that shape employee attitudes within the organisational climate 
during change was essential for the current study.  
1.6 PROCESS OF CHANGE 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models will be discussed within the literature review of the 
current study.  Process factors of change, specifically within the current study, have 
a more temporary nature and refer to the actual approach of how a specific change 
project is dealt with or implemented (Bouckenooghe et al., 2009). Open 
communication, knowledge sharing and participation are some factors that could 
facilitate successful change practices. As mentioned before, when change agents fail 
to manage the process it can lead to employees becoming disengaged in their work 
(Marks, 2007). Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change, which highlights the importance of 
such agents managing the change process effectively (Bouckenooghe et al., 2009). 
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1.7  RATIONALE OF THE STUDY 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm within South Africa. 
The merger between the mid-tier accounting firm under scrutiny and the international 
accounting firm, as mentioned previously, has introduced a considerable amount of 
organisational change by way of integration processes of the mid-tier accounting 
firm’s policies, strategies and business procedures.  
For the purpose of this study, the researcher focused on the relationship between 
readiness to change and work engagement. The researcher anticipates that the 
results from this study will identify how varying levels of employees within the mid-
tier accounting firm will perceive the organisational change and could reveal best 
practices for future change implementation. By revealing the relationship between 
readiness to change and work engagement during a change process, the mid-tier 
accounting firm will be informed on how to approach anticipated future changes. The 
researcher anticipates that the latter will enhance change management and 
implementation processes, as the agents (i.e. managers and top management) 
implementing the change will know what to focus on in respect of the employees, to 
ensure smooth organisational change implementation.  
1.8  STATEMENT OF THE PROBLEM 
 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams et al., 2003). Management in organisations stand accused of implementing 
change, which they believe will benefit the organisation, without considering the 
effects that it may have on employees (McHugh, 1997).  
There is a further possibility that organisational change is resisted and could 
potentially fail. Dawson (2003) explained that this may be due to the manner in which 
change has been visualised, announced and implemented or because internal 
resistance was built against it. Employees, in other words, sabotage those changes 
they view as negative to their own interests (Dawson, 2003).  
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As mentioned earlier, engaged individuals are energetic about their work, feel 
connected to their work, and are better able to deal with job demands (Schaufeli & 
Salanova, 2007b). Engaged employees remain enthusiastic about their company 
and choose to remain with the organisation. Organisational climate is one of many 
factors that influence work engagement (Brad & Thomas, 2013) and is an important 
component for shaping employee actions. This includes employee attitudes toward 
change (Schneider et al., 1996) and behavioural manifestations of employee 
engagement (Brad & Thomas, 2013). Organisations with flexible and supportive 
structures are conducive to establishing a positive attitude towards change 
(Bouckenooghe et al., 2009), in turn affecting an employee’s readiness to change.  
 
The current study anticipates determining how readiness to change is related to work 
engagement, specifically in a mid-tier accounting firm.  
1.9.  THE SIGNIFICANCE OF THE STUDY 
 
It is predicted that by determining the relationship between readiness to change and 
work engagement within the mid-tier accounting firm undergoing change, the firm 
could receive valuable information on how the integration or change processes 
impact the employees and top management within the mid-tier accounting firm, and 
how to approach further integration or procedures.  
 
It is further anticipated that the results of the study could reveal the employees’ level 
of work engagement within the mid-tier accounting firm. If the results reveal that 
employees have low levels of work engagement, the firm can improve or focus on 
how to improve the matter. Alternatively, the mid-tier accounting firm can continue 
with current practices if the results indicate a higher level of work engagement 
amongst employees.  
 
The study could potentially emphasise the perceived trust that employees have in 
leadership. This information is extremely valuable to any organisation. The leaders of 
the organisation will need to focus on improving trust if the results identify that there 
are low levels of trust in leadership amongst employees. It is anticipated that low 
levels of trust in leadership will negatively affect the majority of operations within the 
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firm i.e. performance management, learning and development, all forms of 
leadership decision making etc., ultimately affecting the profitability of the firm.  
 
Since the current study was conducted within a mid-tier accounting firm, a further 
significance of the study could be that the research could be conducted in other 
accounting firms undergoing change processes.  
1.10  FRAMEWORK FOR THE PRESENT STUDY 
 
While the first chapter gave a brief introduction, the second chapter reflected on the 
literature and previous studies surrounding the main constructs in this study. The 
third chapter described the research methodology employed in this study and the 
fourth chapter was dedicated to analysing the results. The fifth and final chapter 
focused on a discussion of the results, the limitations of the study, as well as 
recommendations for the mid-tier accounting firm involved and recommendations for 
future research. 
1.11  CONCLUSION 
 
A change process can only be implemented successfully if there is a level of 
readiness to change (Bouckenooghe et al., 2009). When such readiness exists, the 
organisation is informed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. Engaged 
employees remain enthusiastic about their company and choose to remain with the 
organisation (Lockwood, 2007). It is important for change agents to consider work 
engagement as an integral part of the process, that is, before, during and after 
change has taken place (Bhola, 2010) as work engagement is critical for 
organisational success (Lockwood, 2007). The current study explored the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. In the next chapter, the researcher reviewed the literature on 
change, readiness to change and work engagement, so as to draw the links between 
the above constructs and highlight the relationships that may exist. 
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CHAPTER 2 
LITERATURE REVIEW 
 
2.1  INTRODUCTION 
 
As discussed in the previous chapter, the aim of the present study was to determine 
whether there is a relationship between readiness to change and work engagement 
within a mid-tier accounting firm undergoing change.   
 
The present chapter will discuss the concept of change, organisational change and 
change theories, change management and change models. Further to this, the 
concept of work engagement will be discussed. The researcher will also introduce 
the proposed model within the current study. The final section of the literature review 
will reflect on the empirical studies which have been conducted between the 
constructs in the study, to highlight the possible presence of any relationships. 
 
2.1.1  The concept of change 
 
Change, at its most basic level, may be signified at present when there is “an 
alteration of the status quo” (Bartol & Martin, 1998, p.500) or “the new state of things 
is different from the old state of things” (French & Bell, 1999, p.2). 
 
Change is defined as to make or become different (Abbas & Asghar, 2010). This 
definition is illustrated by the transformation of the caterpillar into a butterfly. There is 
a significant difference between one state and the next. Furthermore, change 
originated from the Latin verb “to barter” which means to pass from one state to 
another (Abbas & Asghar, 2010).  
 
Change may be any action or set of actions having some directions to do something 
new or to amend something (Boston, 2000). Change always requires commitment 
and direction. Change is not always positive but there are several methods of 
strengthening commitment to changes (Boston, 2000). 
 
12 
 
Irrespective of how change is defined, the challenge to any organisation is balancing 
the demands and expectations among the stakeholders. Without balance, 
organisations can risk an anxious and resistant workforce that may yield to 
diminishing productivity (Swanepoel, Erasmus, Van Wyk & Schenk, 2003).    
 
In times when change is more the rule than the exception, the ability of organisations 
to be receptive and open to change has become paramount (Bouckenooghe et al., 
2009). Because the future is often uncertain in terms of change, people in general 
are not motivated to change unless there are compelling reasons to do so.  
Bouckenooghe et al. (2009) explained that a key issue in managing and planning 
change projects effectively is creating a basis that supports change.  
 
Organisations are constantly making adjustments (Abbas & Asghar, 2010). 
Sometimes these adjustments are unintentional or spontaneous (Orlikowski, 1996). 
Sometimes changes arise from a plan, that is, an informal idea or formal design for 
changing the organisation (Abbas & Asghar, 2010). The next section will discuss the 
concept of organisation change.  
 
2.1.2  The concept of organisational change 
 
Traditional definitions describe an organisation as a purposeful coordination of 
people and their activities to reach explicit and shared objectives or goals (Robbins, 
1990). As mentioned before, change at its most basic level may be denoted as an 
alteration of the status quo. Thus, organisational change generally involves a 
situation where a different state of being is created with regard to the goal-directed 
coordination of people. The intention of such changes is to move the organisation 
from its current state to a more desirable, improved state.  
 
From the above, it may be inferred that people are central to organisational change. 
According to Robbins (1990), organisational change is viewed as any significant 
alteration of the behaviour patterns of a large number of individuals who constitute 
the organisation. However, others view organisational change as involving more than 
employee behaviour. For example, Gibson, Ivancevich and Donnelly (2000) defined 
organisational change as a planned effort by the organisation’s management to 
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improve the performance of employees, groups and the organisation’s structure and 
processes.  Greenberg and Baron (1993) emphasised that organisational change 
affects the organisation’s structure, technology, and/or people.  Robbins (1990) 
included both of these perspectives by stating that organisational change involves 
four levels, namely people, structure, technology and processes. Waldersee and 
Griffiths (2004) emphasised that the classification of change has long been 
recognised as behavioural-social or technical-structural.  Stiles (1999) accentuated 
an additional dimension of organisational change, namely changes in organisational 
strategy. By integrating the viewpoints presented for the current study, it may be 
inferred that organisational change involves the significant alternation of any number 
of levels in the organisation, including behaviour, structures, technology, processes 
and strategy.  
 
Dawson (2003) suggested that at its simplest, organisational change can be defined 
as new ways of organising and working. However there is much more detail 
regarding organisational change than what this simple definition might suggest. 
While it can be argued that change is necessary to remain competitive, it may 
sometimes be forced on employees who are expected to adjust without protest 
(Williams, Crafford & Fourie, 2003). According to McHugh (1997) management in 
organisations stand accused of implementing change, which they believe will benefit 
the organisation, without considering the effects that it may have on employees.  
 
Mack, Nelson and Quick (1998) emphasised the importance of considering 
individuals during organisational change. They argued that although the changes are 
generally essential and may be overdue, the potential cost to the individual and the 
company in terms of medical expenses, lost productivity, lowered motivation and 
morale cannot be ignored (Mack et al., 1998).  Furthermore, the costs can be directly 
attributed to the adverse conditions and stress encountered by individuals during 
organisational change (Williams et al., 2003). 
 
2.1.2.1 Forces of change 
 
There are two major forces of change, namely; external forces and internal forces 
(Donnelly, Gibson & Ivancevich, 1984). External forces include market conditions, 
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organisational environment, government policy and programmes as well as 
technology. The external forces are located outside the organisation (Bassey, 
Solomon & Omono, 2014). They are embedded in the organisational environment. 
Market conditions, for example demand, are influenced by the liquidity level of the 
economy. Religious, social and technological environments are also sources of 
change outside organisations (Bassey et al., 2014). 
 
Bassey et al. (2014) stated that internal forces of change include factors that are 
located within the organisation such as employees’ demand, organisational 
processes and interpersonal relations. Should any of these processes malfunction it 
may prompt change. A breakdown of communication between employees and 
management may cause conflict which may result in certain changes (Bassey et al., 
2014). For example, change in management within a department could possibly 
impact the communication within the department due to the difference in leadership 
style of the new manager. This could result in the new manager enforcing change, 
such as the reporting structures of the department to improve communication to suit 
their leadership style.  
 
2.1.2.2 Different types of change 
 
There are different types of change that may take place in the organisation, just as 
there are different forces of change. According to Chen, Suen, Lin and Shief (2013), 
managers are continually facing choices about how best to respond to the forces of 
change. Types of change fall into two broad categories: evolutionary and 
revolutionary changes (Chen et al., 2013). 
 
2.1.2.2.1 Evolutionary change 
 
According to George and Jones (2007) evolutionary change is steady, irregular, and 
narrowly-focused. Its main purpose is to make continuous improvement in order to 
adjust to the ongoing changes (Chen et al., 2013). The most widely known types of 
evolutionary change are socio-technical systems theory, total quality management, 
and management by objectives (George & Jones, 2002).  
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Deming (1989, in Chen et al., 2013) explained that socio-technical systems theory 
emphasises the importance of the social and technological aspects within the 
organisation during the process of change. Total quality management is an ongoing 
and constant effort by all in an organisation to improve the quality of the 
organisation’s goods and services (Deming, 1989, in Chen et al., 2013). According to 
Cummings and Worley (2001) management by objectives specifies the importance 
of regular meetings between management and its employees. The purpose is to 
assess future work goals, evaluate current performance and discuss challenges and 
obstacles in an effort to motivate work effectiveness.  
 
2.1.2.2.2 Revolutionary change 
 
George and Jones (2002) explained that revolutionary change is rapid, dramatic, and 
broadly focused. Furthermore, there are also three important types of revolutionary 
change: reengineering, restructuring, and innovation. 
 
Reengineering involves the important rethinking and fundamental redesign of 
business processes to achieve improvement in performance such as cost, quality, 
service, and speed (Hammer & Champy, 1993, in Chen et al., 2013). When an 
organisation experiences a decline in performance, managers may try to turn things 
around by restructuring. Innovation refers to the successful utilisation of skills and 
resources to generate new technologies or new goods and services. (Chen et al., 
2013). 
 
2.1.3  Organisational change theories 
 
There are various theories that exist on organisational change such as: Systems 
theory, Organisational Development theory, Complexity theory, and Social Worlds 
theory (Rhydderch, Elwyn, Marshall & Grol, 2004).  “These theories map onto a 
widely accepted typology of organisational change which suggests four basic types 
of theory which emphasise goals, people, evolution and conflict as triggers and 
mechanisms for change” (Rhydderch et al., 2004, p.213).  Rhydderch et al. (2004) 
explained that the following six dimensions reveal differences and similarities 
between the organisational change theories: metaphor of organisation; analytical 
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framework; trigger for change; the change process; the role of leadership; and 
resistance to change. The researcher will discuss the various change theories that 
are relevant to the current study and compare the theories based on the latter 
dimensions mentioned by Rhydderch et al. (2004). 
 
2.1.3.1  Systems theory 
 
Systems theory is a concept that originated from biology, economics, and 
engineering, which explores principles and laws that can be generalised across 
various systems (Amagoh, 2008). According to Amagoh (2008), a system is a set of 
two or more elements where the behaviour of each element has an effect on the 
behaviour of the whole. A system comprises of subsystems whose inter-relationships 
and interdependence move toward equilibrium within the larger system (Martinelli, 
2001). 
 
Rhydderch et al. (2004, p.214) explained that “systems theory emphasises the 
interrelatedness of parts of an organisation and by improving one part requires that 
consideration be given to the relationships with other parts of the system.” It is 
considered equally important to measure organisational aspects such as 
infrastructure, tasks, technologies and resources, both human and financial. 
Organisation change, according to Rhydderch et al. (2004), can be introduced by 
modifying these variables individually or in combination.  
 
In systems theory the change process involves setting standards, measuring 
achievement of standards, and feedback. The systems theory describes that 
leadership involves setting goals and the establishment of measurement and 
feedback circles (Amogoh, 2008). Furthermore, this theory explains that resistance is 
a consequence of a lack of clear goal setting. Resistance to change will be 
discussed in detail further on in the literature review.  
 
2.1.3.2  Complexity theory 
 
Complexity theory is defined as the measure of heterogeneity or diversity within 
internal and environmental factors such as departments, customers, suppliers, socio-
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politics and technology (Mason, 2007). Complexity theory focuses on how sections 
at a micro-level in a complex system affect developing behaviour (Amagoh, 2008). 
As the complexity of a system increases, the ability to understand and use 
information to plan and predict outcomes becomes more challenging. As the system 
becomes more complex, making sense of it becomes more difficult and adaptation to 
the changing environment becomes problematic (Mason, 2007). Over time, the 
increasing complexity leads to more change within the system (Amagoh, 2008).  
 
Rhydderch et al. (2004) further explained that complexity theory is the study of 
systems that are characterised by non-linear dynamics. According to Crabtree, Miller 
and Stange (2001), organisations are complex adaptive systems that consist of local 
mediators whose interactions lead to continually developing behaviour. The belief is 
that efforts to change practice should be preceded by efforts to understand it 
(Crabtree et al., 2001). The focus is on informally reviewing processes and 
structures in a way that encourages a team to have a sense of what works well and 
what requires improvement (Rhydderch et al., 2004).  
 
In complexity theory the change process and the outcome is less certain. Individuals 
will better understand emerging change if leaders acknowledge the cognitive 
processes associated with change. This theory explains that resistance is seen as 
one stage in the sense-making process, prompting reflective questions about why 
change is happening (Rhydderch et al., 2004). 
 
2.1.3.3  Organisational development theory 
 
Organisational development is described as an isolated episode of planned change 
in organisations through the application of behavioural disciplines and it therefore 
emphasises human processes in an organisation (Dunnette & Hough, 1992).  
Further to this, organisational development is described as theory and practice of 
planned, systematic change in the attitudes, beliefs, and values of the employees 
(Business directory, 2015). 
 
Organisational development implies that successful organisational change depends 
on agreement between individual and organisational goals (Rhydderch et al., 2004).  
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Organisational development theory typically uses Lewin’s (1951, in Rhydderch et al., 
2004) three-step change model, which involves (1) breaking down old tasks, 
behaviours and attitudes (unfreezing), (2) a transition time towards new ways of 
doing things (moving), and (3) the establishment of new routines (refreezing). In 
organisational development theory, the role of the leader is to encourage 
participation by individuals and teams (Rhydderch et al., 2004).   
 
Organisational development theory explains that leader activity is concerned with 
ensuring overlap between individual and organisational goals. Furthermore, this 
theory explains that resistance is due to a lack of overlap between organisational 
and individual goals (Rhydderch et al., 2004). Lewin’s three-step change model will 
be discussed later in this chapter.  
 
2.1.3.4  Social worlds theory 
 
According to Tovey and Adams (2001), Social World’s theory proposes that change 
surfaces as a function of negotiation and renegotiation between two or more social 
worlds. Social worlds are clusters of organisations that share common activities or 
concerns (Manca, 2010). Social Worlds theory suggests that conflict is the trigger for 
change or a difference of opinion between two distinct social worlds.  
 
Social World’s theory further suggests that leadership is strategic in orientation and 
is about striking a balance between different perspectives (Rhydderch et al., 2004). 
This theory explains that resistance is viewed as a natural part of a conflict process. 
Table 2.1 illustrates the similarities and differences between the theories mentioned 
above: 
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Table 2.1: Similarities and differences between organisational change theories 
(Rhydderch et al., 2004). 
 
Systems 
(goal-orientated) 
Complexity 
(evolution-orientated) 
Organisational 
Development 
(people-orientated) 
Social World 
(conflict-
orientated) 
Main Focus 
/ Concept of 
Theory 
Relationship 
between parts in 
an organisation. 
Change is 
almost 
structured.  
Change emerges 
between system and 
environment and 
between local level 
agents and system. 
Different approaches 
are tried.  
Planned Change. 
There is an 
agreement between 
the individual and 
the organisational 
goals.  
Change emerges 
through conflict.  
Metaphor 
for 
organisation 
Change is 
planned as an 
intentional 
event. 
Change is constant 
and not easily 
predicted. 
Change is planned 
as an intentional 
event. 
Change is 
constant and not 
easily predicted. 
Analytical 
Framework 
Change is seen 
as a single unit 
and has a 
micro-level 
focus. 
Interaction between 
the practice and its 
environment – there 
is a focus on inter-
organisational 
behaviours. 
Change is seen as 
a single unit and 
has a micro-level 
focus. 
Interaction 
between the 
practice and its 
environment – 
there is a focus on 
inter-
organisational 
behaviours. 
Trigger for 
Change 
Specific, clear 
and measurable 
goals. 
Change is seen as 
an evolution rather 
than driven through 
standards. 
Creates change to 
which people are 
committed. There 
needs to be an 
overlap between 
individual and 
organisational 
goals 
Conflict is the 
trigger.  
Change 
Process 
Set standards, 
measurable 
achievement of 
objectives and 
feedback.  
Change process and 
outcome is less 
certain. Different 
approaches are tried 
and the best one is 
used.  
Lewin’s 3 step 
model is used.  
Process is less 
certain. Status quo 
is challenged. 
Opposing views 
are represented.  
Leadership Clear goal 
setting and 
establishment of 
measurable 
feedback. 
Reviewing practice 
performance is 
important. Leaders 
need to be 
concerned with 
helping individuals 
interpret the 
emerging change.  
Encourage 
participation by 
individuals and 
teams. 
Balancing 
opposing 
perspectives.  
Resistance 
to Change  
Lack of clear 
goal setting. 
The change is not 
understood. 
Lack of overlap 
between individual 
and organisational 
goals.  
Resistance is a 
natural part of the 
conflict process.  
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As mentioned earlier these theories map onto a widely accepted typology of 
organisational change which suggests four basic types of theory, namely 
emphasising goals, people, evolution, and conflict as triggers and mechanisms for 
change (Rhydderch et al., 2004, p.213).  Furthermore, these theories were 
discussed to broaden the reader’s understanding of the organisational change 
concept.  
 
From the above discussion the researcher anticipates that the systems-, complexity- 
and organisational development theories are applicable to the mid-tier accounting 
firm under scrutiny. The integration processes within the mid-tier accounting firm 
have had specific, clear and measurable goals (i.e. the change process surrounding 
the client information system had specific, clear and measurable goals). The change 
is an evolution, different approaches have been tried (i.e. the client information 
system did not work in all the offices which resulted in some offices going back to 
using the old client information system). Further to this, an overlap between 
individual and organisational goals has been a priority during the integration process 
(Hoosain, K., Personal Communication, February 8, 2013). The next section will 
focus on the concept of change management and will introduce certain change 
models for change implementation.  
 
2.1.4  The concept of change management 
 
In the current climate of economic pressure and evolving political priorities, 
organisational changes within organisations are becoming an increasing priority 
(Barnard & Stoll, 2010). However, change is a complex process that may have 
negative as well as positive outcomes.  
 
According to Burnes (2004) change is becoming and ever-resent feature of 
organisational life due to rapid technological development, growing workforce 
knowledge and shifting of accepted work practices. However, whilst many 
organisations appreciate the need for change, as many as 70 percent of change 
programs do not achieve their intended outcomes (Balogun, Hope & Hailey, 2004). 
In response to the increasing importance of organisational change, there is a 
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growing body of literature looking at the concept and processes of change 
management and factors that contribute to its success. 
 
The first and foremost obvious definition of change management refers to the 
making of changes in a planned and systematic fashion (Nickols, 2002). Change 
management is the art or science of making changes to a certain method or system 
in an orderly, systematic fashion, to make sense out of the organisational chaos that 
is permeating an organisation, its employees, its suppliers and vendors and most 
importantly its customers (Creasey, 2007). 
 
2.1.5  Models of change 
 
Change models provide organisations with procedural guidance by demonstrating 
steps that flow from one to another. Further in this chapter, when comparing the 
change models, it becomes evident that the steps are not perfectly linear. There will 
always be some overlap between the steps within the change models. Models of 
change attempt to help leaders and managers understand change and guide their 
organisations through the process (Gilley, Gilley & McMillan, 2009). The literature 
reveals numerous models designed to clarify phases of change, individual 
acceptance rates and steps for implementation (Gilley et al., 2009). The researcher 
discussed the following models of change in the current research study: Lewin’s 
model, Galpin’s nine wedges, Kotter’s eight-step model, Judson’s five-step model, 
Kanter’s ten commandments for executing change, the change readiness model, 
and Luecke’s seven-step model.  
 
The researcher will also do a comparison between the models discussed and identify 
the most common change steps amongst them. These models will increase the 
understanding of the different change management processes and provide depth to 
the concept of change management. 
  
2.1.5.1  Kotter’s Eight Step Model 
 
According to Khan (2011), a typical business process undergoes continuous 
changes. Change has become a necessity so that business processes can be 
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optimised repeatedly. Change management, according to Khan (2011), is a practice 
that is followed by most managers and team leaders in an organisation to enable 
changes in that organisation.  
 
Kotter’s (1996, in Khan, 2011) eight-step change management model is one such 
model which can be used by managers to bring necessary changes to the execution 
of projects (Khan, 2011). The model contains the following steps:  (1) creating 
urgency, (2) formulating coalitions, (3) creating the change vision, (4) communicating 
the change vision, (5) empowering team members, (6) creating short term wins, (7) 
consolidating improvements, and lastly (8) anchoring changes (Kotter, 1996 in Khan, 
2011). The researcher will briefly describe each of these steps.  
 
Creating Urgency. For change to happen successfully, it will be helpful if the whole 
firm really wants it. Therefore, it is important to develop a sense of urgency around 
the need for change. This may help spark the initial motivation to get things moving. 
“Most successful change efforts begin when some individuals or groups start to look 
at a company’s competitive situation, market position, technological trends, and 
financial performance. They then find ways to communicate this information broadly 
and dramatically. Without motivation, people won’t help and the effort goes nowhere” 
(Kotter, 1995, p.60).  Kotter (1996, in Khan, 2011) explained that for change to be 
successful, 75 percent of an organisation’s management needs to "buy into" the 
forthcoming change. In other words, management has to really work hard on the first 
step of Kotter’s model and spend significant time and energy building urgency, 
before progressing to the next steps (Khan, 2011).  
 
Forming Coalitions. Team work is a necessary aspect of management (Khan, 2011). 
The next step of Kotter’s (1996, in Khan, 2011) model explained that forming a 
coalition in the organisation is critical as it helps in successful execution of projects 
or imminent change (Khan, 2011).  
 
Creating the Change Vision. Khan (2011) explained that the project managers or top 
management should identify necessary reasons for bringing in change while 
executing a project. Enforcing change without a vision is not considered to be good 
practice. According to Kotter, productivity will be increased if a manager creates and 
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explains a change vision to team members and also acts on it (Khan, 2011). A clear 
vision can help everyone understand why they are asked to do something. When 
people see for themselves what the firm is trying to achieve, then the directives they 
are given tend to make more sense (Khan, 2011). 
 
Communicating the Change Vision. Multiple obstacles arise when a project manager 
tries to bring change while executing an existing project (Khan, 2011). One such 
obstacle is from the team members. According to Kotter (1996, in Khan, 2011), 
obstacles arising from the team members can be avoided by communicating the 
reasons behind the change (Khan, 2011). The change vision can be shared by 
eliminating the jargon associated with it and explaining the change vision in the 
simplest of ways, organising regular meetings by conducting multiple forums and 
sharing the change vision among the team members, and lastly demonstrating the 
change vision through a manager’s actions, so that the team members can be 
inspired by his actions. 
 
Empower team members. To implement change in an organisation, it is essential to 
motivate the team members to accept the change because it is a natural tendency to 
avoid change. It is very important to remove the obstacles which disempower team 
members from accepting change (Khan, 2011). 
 
Creating Short Term Wins. Nothing motivates an employee more than successful 
execution of a task or a project. While bringing change in an organisation, it 
becomes important to create short-term wins for the team. Khan (2011) explained 
that creating short-term wins motivates the team members on a continuous basis as 
they will be able to verify the results at multiple intervals while executing a project 
(Khan, 2011).  
 
Consolidate Improvements. According to Bourda (2012) organisations need to use 
increased credibility to change systems, structures, and policies that are not aligned 
to the vision. It is argued that many change projects fail because victory is declared 
too early (Kotter, 1995). Khan (2011) explained that if the various stages of the 
change process are monitored, management will be able to combine the 
improvements arising from each stage. Furthermore, it is essential to hire, promote, 
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and develop employees who can implement the organisation’s vision (Bourda, 
2012).  
 
Anchoring Changes. After identification of successful changes, it is essential to root 
them (Khan, 2011). “Until new behaviours are rooted in social norms and shared 
values, they are subject to dilapidation as soon as the pressure for change is 
removed” (Kotter, 1995, p.67). It is also important that the leaders continue to 
support the change (Khan, 2011). This step is similar to Lewin’s refreezing stage, 
which will be introduced in the next section, in which new behaviours and ways are 
anchored into daily routines (Gilley et al., 2009).  
 
2.1.5.2  Lewin’s change model 
 
According to Mind Tools (2012), to begin any successful change process there 
should be an understanding why the change must take place. Lewin (1947, in 
Kritosonis, 2005) explained that motivation for change must be generated before 
change can occur. Lewin’s change model consists of three stages, namely 
unfreezing, change or movement, and refreezing (Kritosonis, 2005).  
 
Unfreeze. The first stage involves finding a method of making it possible for 
individuals to let go of an old pattern that was counterproductive in some way. This is 
the stage where the desire to change occurs, or at least the recognition that change 
is needed (Kaminski, 2011). Unfreezing entails assessment of the current state and 
readying individuals and organisations for change (Gilley et al., 2009). According to 
Mind Tools (2012) this stage involves preparing the organisation to accept that 
change is necessary, which involves breaking down the existing status quo before 
developing a new way of operating. 
 
“Some activities that can assist in the unfreezing step include: motivating participants 
by preparing them for change, building trust and recognition for the need to change, 
and actively participating in recognising potential problems and brainstorming 
solutions within a group” (Kritosonis, 2005, p.2). 
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Change or Movement. After the ambiguity and insecurity created in the unfreezing 
stage, the change or movement stage is where people begin to resolve their 
uncertainty and look for new ways of doing things. People start to believe and act in 
ways that support the new direction (Mind Tools, 2012). Kritosonis (2005) explained 
that during this step it is essential to move the target system to a new level of 
steadiness. Movement occurs when employees engage in the change process 
(Gilley et al., 2009).   
 
According to Mind Tools (2005) there are three actions that can assist in the 
movement stage include: (1) persuading employees to agree that the status quo is 
not beneficial to them and encouraging them to view the situation from a fresh 
perspective, (2) work together on a quest for new, relevant information, and (3) 
connect the views of the group to well-respected, powerful leaders that also support 
the change. The transition from unfreezing to changing does not happen 
instantaneously. People take time to embrace the new direction and participate 
proactively in the change (Mind Tools, 2005). In order to accept the change and 
contribute to making it successful, people need to understand how the changes will 
benefit them. Not everyone will fall in line just because it is deemed to be necessary 
and that it will benefit the company. This is a common assumption and pitfall that 
should be avoided (Kritosonis, 2005).   
 
Refreezing. The third step of Lewin’s (1947, in Kritonsonis, 2005) three-step change 
model, is refreezing. This step needs to take place after the change has been 
implemented in order for it to be sustained over time. Refreezing anchors new ways 
and behaviours into the daily routine and culture of the organisation (Gilley et al., 
2009). It is highly likely that the change will be transitory and that the employees will 
revert to their old behaviours if this step is not taken. Kritosonis (2005) explained that 
the purpose of refreezing is to stabilise the new equilibrium resulting from the change 
by balancing both the driving and restraining forces. According to Kaminski (2011) 
the changes that are implemented are “frozen” in place to guarantee that they 
become part of the normal working procedures. This is done by establishing 
supportive mechanisms such as policies, rewards, ongoing support, and a solid 
orientation to the new system for incoming personnel (Kaminski, 2011). 
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“This change model of Lewin (1947) illustrated the effects of forces that either 
promote or inhibit change. Specifically, driving forces promote change while 
restraining forces oppose change. Hence, change will occur when the combined 
strength of one force is greater than the combined strength of the opposing set of 
forces” (Robbins, 2003, p.564-565). 
 
2.1.5.3  Judson’s Five-step Change Model 
 
The Judson (1991) model of implementing a change consists of five phases, namely: 
analysing and planning the change; communicating the change; gaining acceptance 
of new behaviours; changing from the status quo to a desired state; and 
consolidating and institutionalising the new state. Within each phase, Judson (1991) 
discussed predictable reactions to change and methods for minimising resistance to 
change agent efforts.  
 
Among the different methods, Judson (1991) explained that resistance can be 
overcome by using alternative media, reward programs, bargaining and persuasion. 
It is important to note that Judson’s (1991) model is presented from the perspective 
of the change “agent” or instigator, and does not examine change from the 
perspective of employees on the receiving end of change. 
 
2.1.5.4  Ten Commandments for Executing Change 
 
Kanter, Stein and Jick (1992) explained that Lewin’s model of change is too simple 
as it is based on the view that organisations are essentially stable and static. They 
disagree with the idea that change results only from concentrated effort, and that it 
occurs in one direction at one time. Kantel et al. (1992) explained that change is 
multi-directional and universal; therefore change happens in all directions at once 
and is a continuous process. Under the circumstances, they offer the following ten 
commandments for executing change: (1) analyse the organisation and its need for 
change; (2) create a shared vision and a common direction; (3) separate from the 
past; (4) create a sense of urgency; (5) support a strong leader role; (6) line up 
political sponsorship; (7) craft an implementation plan; (8) develop enabling 
structures; (9) communicate, involve people and be honest; (10) reinforce and 
27 
 
institutionalise change. The ten commandments will be discussed in the section 
below.  
 
Analyse the organisation and its need for change. The first commandment refers to 
understanding how the organisation works in order to determine the need for 
change. This can be done by examining the environment the organisation operates 
in and analysing the organisations strengths and weaknesses. (Viktorsson, 2014; 
Kanter et al., 1992).  
 
Create a shared vision and a common direction. According to Viktorsson (2014) this 
commandment proposes that creating a central change vision will reflect the core 
values of the organisation in relation to the change. When engineering change, 
management should create a shared vision as this is an attempt to articulate what is 
desired for the organisation’s future (Kanter et al., 1992). Further to this, the vision 
will guide the decisions to be made during the change processes to achieve 
successful change implementation (Viktorsson, 2014). 
 
Separate from the past and create a sense of urgency. The third and fourth 
commandments are tightly connected to the second commandment and refers to 
discontinuing the status quo and engaging in a new way of doing things by accepting 
the new vision. Further to this it is essential to gain support from the employees by 
creating a sense of urgency, especially if the situation does not naturally create a 
sense of urgency (Viktorsson, 2014). Kanter el al. (1992) concurred that disengaging 
from the past is crucial as it is difficult for an organisation to embrace a new vision 
until it has isolated the structures and routines that no longer work. Further to this, a 
sense of urgency is critical to rallying an organisation behind change (Kanter et al., 
1992).  
 
Support a strong leader role. The fifth commandment relates to the effective 
leadership of the change as well as supporting a change agent to guide and drive 
the process by creating a vision, developing the structures necessary for change 
(Viktorsson, 2014).  
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Line up political sponsorship. Support needs to be gained from all parts of the 
organisation, including managers and top management, for successful 
implementation to take place (Viktorsson, 2014).  A leader should guide, drive and 
inspire change (Kanter et al., 1992). 
 
Craft an implementation plan. The seventh commandment suggests constructing a 
detailed implementation plan that should describe how the implementation will be 
conducted, as well as when it will be done, and the milestones in between 
(Viktorsson, 2014). Kanter et al. (1992) explained that the change implementation 
plan is a practical road map for the change efforts.   
 
Develop enabling structures. The eighth commandment is about the structures that 
will enable change, which means that new structures shall be created if considered 
necessary. Examples of these structures are: workshops, training programs and 
reward systems (Viktorsson, 2014). 
 
Communicate, involve people and be honest. The ninth commandment explains that 
change agents should communicate openly and seek the involvement and trust of 
people (Kanter et al., 1992). The aim of this step is to have an open and honest 
communication with all personnel affected by the change in order to gain 
commitment and minimise resistance to change (Viktorsson, 2014). 
 
Reinforce and institutional change. According to Viktorsson (2014), the last 
commandment relates to rewarding and reinforcing commitment to the change 
processes in order to incorporate the change in the daily operations of the 
organisation. Kanter et al. (1992) concurred that managers and leaders should prove 
their commitment to the transformation process and help to incorporate new 
behaviour into the daily operations. 
 
2.1.5.5  Galpin’s nine wedges change model 
 
Galpin (1996) proposed a model with nine wedges that form a wheel. The wheel 
comprises of the nine wedges, namely; establishing the need to change, developing 
and broadcasting a vision of a planned change, diagnosing and analysing the current 
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situation, generating recommendations, detailing the recommendations, pilot testing 
the recommendations, preparing the recommendations for rollout, rolling out the 
recommendations and lastly, measuring, reinforcing, and refining the change.  
 
As a foundation for each wedge of the model, Galpin (1996) stressed the importance 
of understanding an organisation’s culture that is reflected in its rules and policies, 
customs and norms, ceremonies and events, and rewards and recognition. 
Moreover, in Galpin’s (1996) view, a successful organisational change effort must 
target two levels – the strategic level and the grassroots level (Zimmer, 2015). The 
strategic level refers to the initial efforts involving executives, senior managers or a 
small unit of employees; whereas the grassroots level refers to the efforts that drive 
change deep into an organisation by stressing implementation at the local level 
(Zimmer, 2015). 
 
 2.1.5.6  Armenakis, Harris and Field’s (1999) change readiness model 
 
Armenakis et al. (1999) established a model that incorporates elements of both 
Lewin’s (1947) work and Bandura’s (1986) social learning theory. The model 
contains seven steps with the purpose of facilitating the adoption and 
institutionalisation of desired change (Armenakis & Bedeian, 1999). This model 
focusses on creating readiness to change so that resistance is minimised 
(Armenakis & Bedeian, 1999). The first aspect of this model includes persuasive 
communication. This can be done through speeches held by change agents and 
articles in employee newsletters (Armenakis et al., 1999). The second aspect 
involves active participation by those affected. Examples of active participation would 
include vicarious learning and participative decision making (Armenakis et al., 1999).   
 
The third aspect ensures that the firm’s human resource management practices 
address change readiness in order to prevent resistance (Armenakis et al., 1999). 
An example would include ensuring that recruitment and selection professionals 
conduct competency based interviews, whereby candidates who are open to 
changes and adaptable are appointed.  A further example would be to ensure that 
training and development is focused on training staff to stay abreast with changes in 
their working environment (Armenakis & Bedeian, 1999). Another aspect of this 
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model is to have symbolic activities within the firm undergoing change (Armenakis et 
al., 1999). For example, an organisation needs to have ceremonies when change 
implementation has been successful. A further aspect of this model is diffusion 
practices such as best practice programs and transition teams, which are essential in 
avoiding change resistance (Armenakis et al., 1999).   
 
According to Armenakis et al. (1999) another facet of this model is to facilitate the 
adoption and institutionalisation of desired change by managing internal and external 
information. This will ensure that the correct communications about change 
processes are received. Lastly, it is essential to implement formal activities that 
demonstrate support for change initiatives, such as new organisational structures 
and revised job descriptions (Armenakis et al., 1999).   
 
2.1.5.7  Luecke’s seven steps 
 
Luecke (2003) developed a seven-step change model based on the research of Beer 
(1990), Schaffer and Thomas (1992). Luecke`s (2003) seven steps commenced by 
recommending mobilising energy and commitment through joint identification of 
business problems and the solutions. Next is developing a shared vision on how to 
organise and manage for competiveness (Parker, Charlton, Ribeiro & Pathak, 2013).  
Parker et al. (2013) mentioned that after the latter step leadership should be 
identified to guide teams towards results. 
 
Furthermore, this model advocates starting change at the periphery and not letting it 
spread throughout the organisation without it being directed from the top. Once 
results are attained, changes should be formalised into policies, systems and 
structures (Parker et al., 2013). Whilst the process of change is being implemented, 
Luecke (2003) highlighted the significance of monitoring and adapting strategies to 
address any issues encountered in the change process. Luecke (2003) believed that 
organisations can implement change better if they approach it with the right attitude, 
from the right angle and with a solid set of action steps. Table 2.2 will illustrate the 
comparison between the models discussed.  
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Table 2.2:  Comparison between change models 
Kotter’s 
Eight Step 
Model 
Lewin’s 
Change 
Model 
Judson’s 
(1991)  Five-
step Change 
Model 
Ten 
Commandment
s for Executing 
Change (Kanter 
et al. (1992) 
Galpin’s (1996) 
Nine Wedges 
Change Model 
Armenakis et 
al. (1999) 
Change 
Readiness 
Model 
Luecke’s 
(2003) Seven 
Steps 
 1. Unfreeze. 
1. Analysing and 
planning the 
change. 
1. Analyse the 
organisation and 
need for change.  
1. Establish the 
need to change.  
3. Analyse the 
current situation. 
 
1. Mobilise 
energy and 
commitment 
through joint 
identification of 
business 
problems and 
solutions.  
1. Creating 
urgency.   
4. Create a sense 
of urgency.    
2. Formulating 
coalitions.   
5. Support a strong 
leader role.   
2. Achieve 
participation by 
those affected.  
3. Identify 
leadership.  
3. Creating 
the change 
vision. 
  
2. Create shared 
vision and 
common direction.  
3. Separate from 
the past. 
2. Develop and 
disseminate a 
vision of planned 
change.  
4. Generate 
recommendation.  
5. Detail 
recommendation.  
 
2. Develop a 
shared vision of 
how to organise 
and manage for 
competitiveness.  
4. 
Communicate 
the change 
vision 
 
2. 
Communicating 
the change.  
9. Communicate, 
involve people, be 
honest.  
 
1.  Persuasive 
communication.   
5. 
Empowering 
team 
members. 
2. Movement 
3. Gaining 
acceptance of 
new behaviours.  
8. Develop 
enabling structure.   
3. Human 
Recourses 
Management 
practise. 
4. Symbolic action.  
6. Manage internal 
and external 
information. 
7. Formal activities 
that generate 
support for change 
initiative.  
 
6. Creating 
short term 
wins. 
2. Movement  
7. Craft an 
implementation 
plan. 
6. Pilot testing 
recommendations.   
4. Focus on 
short term 
results not 
activities.  
7. Consolidate 
improvement.   
4. Changing 
form status quo 
to desired state.  
 
7. Prepare 
recommendations.  
8. Roll out 
recommendation. 
9. Measure and 
refine change.  
5. Diffusion 
practices.  
5. Start change 
at the periphery, 
then let it spread 
to other units 
without pushing 
it from the top. 
8. Anchoring 
changes.  3. Refreeze 
5. Consolidating 
and 
institutionalising 
new state.  
10. Reinforce and 
institutionalise 
change.  
  
6. Institutionalize 
success through 
formal policies, 
systems and 
structures. 
      
7. Monitor and 
adjust strategies 
in response to 
problems in the 
change process. 
 
Within the literature, one of the most influential perspectives within what is known as 
”planned approaches” to change is that of Lewin (1947), who argued that change 
involves a three stage process which has been discussed within the change model 
section of the literature review. The three-step model was adopted for many years as 
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the dominant framework for understanding the process of organisational change 
(Todnem, 2005). Since its formulation, the theory has been reviewed and modified, 
with stages being divided to create more specific steps.  
 
Notwithstanding the popularity, Lewin’s (1947) original theory has been criticised for 
being based on small scale samples, and more importantly the fact that it is based 
on the assumption that organisations act under constant conditions that can be taken 
into consideration and planned for. As a consequence of such criticisms an 
alternative to planned approaches for organisational change was developed. This is 
known as the “emergent approach” (Todnem, 2005).   
 
Despite not advocating pre-planned steps for change, several proponents of the 
emergent school have suggested a sequence of actions that organisations should 
take to increase the likelihood of change being successful (Kotter, 1996, Kanter et 
al., 1992, Luecke, 2003). Although they vary in terms of number and type, a set of 
suggested actions are shared, including creating a vision, establishing a sense of 
urgency, creating strong leadership and empowering employees. Table 2.3 below 
illustrates the most common steps from the models discussed above and the 
comparison from Table 2.2.  
 
Table 2.3: Common steps for change models (Adapted from Cheung, 2010) 
Common steps from Change Models discussed 
1 Understand the need for change. 
2 Establish a sense of urgency. 
3 Generate buy-in from people through forming coalitions. 
4 Develop the vision for change.  
5 Plan the change. 
6 Communicate the change. 
7 Empower others to embrace the change. 
8 Create short-term wins. 
9 Implement and refine the change. 
10 Combine gains and produce more changes. 
 
The following sections will deliberate the steps illustrated in Table 2.3.  
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Understand the need for change. According to Judson (1991), Kanter et al. (1992) 
and Galpin (1996), the starting point of any effective organisational change is to get 
a clear understanding on the needs for change. By understanding the reasons for 
change, people are more aware of the problems.  As a result, they would be more 
receptive to change (Cheung, 2010). 
 
Establish a sense of urgency. Kanter et al. (1992), Kotter (1996) and Galpin (1996) 
agreed on the importance of establishing a sense of urgency for ensuring successful 
organisational change. This is an essential step as it further enhances awareness 
toward change. People are willing to leave their comfort zones and are motivated to 
change when they know the problem is an urgent one. Although this step is 
seemingly simple, Kotter (1995) stated that more than half of the organisations 
studied failed to demonstrate the urgency necessary of this step. 
 
Generate buy-in from people through forming coalitions. According to Kanter et al. 
(1992), Kotter (1995), Armenakis et al. (1999), and Luecke (2003), assembling a 
group with adequate power to lead the change efforts is critical for the success of 
organisational change (i.e. there is strength in numbers). A successful guiding 
coalition can consist of senior managers, board members, representatives from 
different affected business units, key customers, and even powerful union leaders 
(Cheung, 2010). In a guiding coalition, people share their concerns and support each 
other in making changes. Instead of participating in an opposition group against the 
change, joining a guiding coalition provides an alternative for people who want to 
produce change (Cheung, 2010).  A guiding coalition should be in charge of creating 
a vision and common goals (Cheung, 2010). 
 
Develop a vision for change. Kanter et al. (1992), Kotter (1996), Galpin (1996), and 
Luecke (2003) believed that this step is important in every successful change effort 
because it develops a picture of the future that is relatively easy to communicate and 
appeals to customers, stakeholders, and employees. In other words, this step helps 
people visualise the change, thus bringing positive outcomes to them. As a result, 
they are more energised and committed to the change.  
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Plan the change. According to Judson (1991), Kanter (1992) and Galpin (1996), this 
step takes people from the decision to initiate the change to the specific steps they 
take to produce change. Cheung (2010) mentioned that the working tasks of this 
step can include the following: devising appropriate strategies to introduce change; 
identifying the significant steps in the change process; discussing the full details of 
what is involved for implementing change; devising a sensible time scale and cost 
analysis for implementing change; producing action plans for monitoring the change; 
anticipating the problems of implementation and lastly; understanding why change is 
resisted. 
 
Communicate the change. Judson (1991), Kanter et al. (1992), Kotter (1996) and 
Armenakis et al. (1999) indicated that a guiding coalition should use every possible 
vehicle available such as a routine discussion about business problems, regular 
performance appraisals, and a division’s quarterly performance meetings to 
communicate the change. With more people willing to drive and support the change, 
the chance of successful organisational change increases (Cheung, 2010). 
 
Empower others to embrace and to act on the change. Judson (1991), Kanter et al. 
(1992), Kotter (1996), Armenakis et al. (1999) and Luecke (2003) agreed that 
empowering others to act on the change is essential for successful change 
implementation.  Empowering others by implementing rewards systems or facilitating 
training/workshops could possibly generate buy-in to embrace change. This is 
because no change can take place without people acting on it (Cheung, 2010). 
According to Kotter (1996), to thoroughly empower others to act on the change, the 
guiding coalition needs to confront and remove major obstacles. 
 
Create short-term wins. Kotter (1996), Armenakis et al. (1999), and Luecke (2003) 
believed that creating short-term wins is important because it helps renew the 
momentum of making change. Celebrating short-term wins is compelling evidence 
that the change drives expected outcomes. As a result, people are more willing to 
stay with the change and keep putting in an effort to drive its success (Cheung, 
2010). 
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Implement, reinforce and refine the change. Judson (1991), Kanter et al. (1992), 
Kotter (1996), Galpin (1996), and Luecke (2003) stated that this step helps achieve 
desired change by creating an environment that eliminates the negative factors 
toward change, while enhancing the positive factors toward it. The process involves 
figuring out what worked and what did not work (Cheung, 2010). The change 
elements that did not work need to be refined and implemented again (Cheung, 
2010). 
 
Combine gains and produce more changes. To lay a solid foundation to produce 
more changes in the future, Kotter (1996), Armenakis et al. (1999) and Luecke 
(2003) believed that organisation members should consolidate the gains in this step. 
The consolidation process involves showing organisation members how the new 
approaches, behaviours and attitudes have helped improve performance and original 
status quo.  As a result, organisation members would feel that it was rewarding when 
the change was supported (Cheung, 2010). Furthermore, the successful experience 
would help build confidence and willingness to lead or participate in any change 
projects in the future.  
 
For a change process to be implemented successfully there needs to be a level of 
readiness to change (Bouckenooghe et al., 2009). When readiness to change exists, 
the organisation is primed to embrace change and resistance is reduced. If 
organisational members are not ready, the change may be rejected. According to 
Armenakis, Harris and Mossholder (1993), if organisational members are not ready 
for the change they may initiate negative reactions such as sabotage, absenteeism, 
and output restrictions. These negative behaviours are a form of resistance to 
change and will be discussed later within the literature review.  The next section of 
the literature study will focus on the concept of readiness to change.  
 
2.2  READINESS TO CHANGE 
 
One of the basic reasons for the failure of change interventions is related to negative 
employee attitudes toward change (Clegg & Walsh, 2004). As a result, according to 
Zayim (2010), one of the major concerns of many studies in the change literature is 
to investigate positive employee attitudes, the variables that positively and/or 
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negatively relate to these attitudes and their impact on the success of organisational 
change efforts (Zayim, 2010). Readiness to change emerged as one of the core 
attitudes affecting success, and also failure of change interventions.  
 
2.2.1  Defining readiness to change 
 
According to Weiner (2009), readiness to change involves employees’ beliefs in their 
potential and efficacy for the change efforts. In that sense, readiness to change can 
be considered as the opposite pole of resistance to change.  
 
However, Self (2007) asserted that readiness and resistance are not two opposite 
constructs. Zayim (2010) emphasised that creating readiness to change contributes 
to creating supportive employee behaviours rather than resisting behaviours. Hence, 
readiness to change is argued to be a critical factor in identifying the major causes of 
employee resistance toward large-scale organisational changes (Eby, Adams, 
Russell & Gaby, 2000). In addition, Bernerth (2004) underlined the essence of 
creating readiness for successful change initiatives by concluding that readiness to 
change creates the positive energy necessary for the success of change efforts; thus 
becomes a first step to reach the desired outcomes at the end of the change 
process. 
 
Readiness to change has been identified with a cognitive forerunner to behaviours of 
either resistance or support for change efforts (Armenakis et al., 2002). Moreover, 
readiness to change has been mainly associated with the individual’s attitude 
towards change as well as their perceptions, feelings and beliefs surrounding the 
organisation’s change readiness (Alas, 2007). According to Rusly, Corner and Sun 
(2012), the literature indicates that readiness to change in organisations occurs at 
two distinctive levels: (1) the individual level and (2) the organisational level.  
 
2.2.1.1 Individual change readiness elements 
 
Individual change readiness elements encompass motivation, competence and 
personality attributes (Rusly et al., 2012). At the individual level, personal beliefs and 
behaviours play a vital role in organisational change, thus requiring an understanding 
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of the cognitive and emotional processes that occur during the change (Rusly et al., 
2012). These individual beliefs and behaviours must also be effectively aligned to, 
and supported by, organisational structure, climate and culture to enable successful 
change implementation (Rusly et al., 2012). For this reason, readiness to change is 
created through nurturing the willingness and ability of individuals in the organisation 
to move into a new state resulting from the change event. This is supported by the 
appropriate conditions in the organisation to enhance readiness to change. 
 
2.2.1.1 Organisational change readiness elements 
 
Organisational elements include institutional resources, culture, climate, financial 
resources and technology utilisation (Rusly et al., 2012). Backer (1997) referred 
readiness to change as an organisational-level construct in the healthcare industry 
and defined it as a mind state that determines the desired behaviours for the 
enhancement or the resistance of the innovations.  
 
Furthermore, readiness to change has been defined as the characteristics related 
with adopting the change interventions and perceiving it as an opportunity for 
development (Campbell, 2006). In addition to all these definitions, one of the most 
comprehensive definitions of readiness to change was made by Armenakis et al. 
(1993) which is valid for all sectors. According to the authors, it is the cognitive state 
that affects employee behaviours toward the change process as either resisting or 
supporting it. The latter definition is broadened by suggesting that readiness to 
change is related to the degree of employees’ beliefs, attitudes, and intentions with 
regard to necessity of change and the organisation’s resource adequacy to 
successfully implement those changes (Armenakis et al., 1993). 
 
2.2.2  Dimensions of readiness to change 
 
Readiness to change is conceived as a multi-faceted concept that comprises an 
emotional dimension, a cognitive dimension, and an intentional dimension of change 
(Bouckenooghe et al., 2009).  Intentional readiness to change refers to the extent to 
which employees are prepared to put their energy into the process (Oreg, 2006). 
Cognitive readiness to change refers to the beliefs and thoughts people hold about 
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change (Oreg, 2006). Emotional readiness to change refers to the affective reactions 
toward change (Oreg, 2006). 
 
A multi-dimensional view captures the complexity of readiness to change and 
provides a better understanding of the relationships between this concept and its 
antecedents (McGuire, 1985). Emotional involvement, cognitive commitment and 
intention to change reflect three different manifestations of an individual’s evaluation 
of the change situation (McGuire, 1985). 
 
This multi-faceted view of readiness to change as a triadic attitude instead of uni-
faceted operationalisation is better at capturing the complexity of the phenomenon 
(Oreg, 2006). It is assumed that intentional, cognitive and emotional reactions 
towards change come into play at different stages in the change process, and do not 
necessarily coincide (Bouckenooghe et al., 2009). 
 
Although this three dimensional framework is useful in handling different aspects of 
change related attitudes of individuals, they are also dependent on each other in a 
way that one’s feelings regarding change are generally associated with the thoughts 
and behavioural intentions about the change (Oreg, 2006). As mentioned earlier, 
according to Bouckenooghe et al. (2009), adopting a multidimensional view on 
readiness to change helps researchers deal with the complexity of the construct 
effectively. As a result, in the current study, this three-dimensional framework of 
readiness to change is adopted and will be investigated under the dimensions of 
intentional, emotional and cognitive readiness. The next section will discuss the 
climate of change that is conducive for employees to accept change.  
 
2.2.3  Climate of change 
 
There is a general consensus among scholars that the organisational climate makes 
or breaks change and plays a key role in shaping employees’ readiness to change 
(Tierney, 1999). Despite this general belief, there are few rigorous studies that have 
examined the effects of change climate on readiness to change (Jones, Jimmieson, 
& Griffiths, 2005). The change climate is defined as the perception of the conditions 
under which change occurs (i.e., context), the way change is implemented (i.e., 
39 
 
process), and employees’ attitudes towards change (Bouckenooghe, 2009). The 
change climate determines whether the conditions and sources are present that 
warrant a successful implementation of change (Bouckenooghe, 2009). 
Bouckenooghe (2009) mentioned that for research on change to be practical and 
sound, it must entail an appreciation of the conditions or the context that 
accompanies change and the end results (i.e. readiness for change) together with an 
analysis of the process variables (Bouckenooghe, 2009).  
 
Tierney (1999) explained that climate of change is seen as an employee’s 
perceptions of which organisational change initiatives in an organisation are 
expected, supported, and rewarded. Furthermore, it refers to the employee’s 
perceptions of the internal circumstances under which change occurs 
(Bouckenooghe et al., 2009).  
 
In times of change, interpersonal interaction with peers and superiors is highly 
valued, making the nature of such relationships a salient feature in shaping 
employees’ readiness to change (Bouckenooghe et al., 2009). Employees need 
trust, support and cooperation to function effectively. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a positive 
attitude towards change (Bouckenooghe et al., 2009). Tierney (1999) agreed that the 
psychological climate dimensions of trust, participation and support are preconditions 
of an environment conducive to change.  
 
Schneider et al. (1996) explained that an organisational climate is an important 
component for shaping employee actions including employee attitudes toward 
change. An organisational climate is the degree to which individuals perceive the 
organisation to be psychologically safe (Bouckenooghe et al., 2009). Psychological 
safety is associated with elements of social systems that create more or less non-
threatening, predictable, and consistent social situations in which to engage 
(Bouckenooghe et al., 2009). Bouckenooghe et al. (2009) argued that when 
individuals feel psychologically safe, they are more likely to engage in change as it 
mitigates the uncertainty and anxiety engendered by change.  
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According to Brad and Thomas (2013), the organisational climate affects the 
development and eventual behavioural manifestation of work engagement. The 
organisational climate, particularly the psychological perception an employee has of 
their organisational climate has been identified as one of the most distal work-based 
variables an employee can use to interpret circumstances (Brad & Thomas, 2013). 
Interpretation then influences decisions regarding the intensity and direction of 
energy toward organisational outcomes (Brad & Thomas, 2013).  Work engagement, 
which also relates to the energy one brings to the workplace, will be discussed at a 
later stage within this chapter, as the present study will also focus on the anticipated 
relationship between work engagement and readiness to change.  
 
Factors that comprise an organisational climate of psychological safety are: (1) 
quality of change communication; (2) trust in top management; and (3) history of 
change. They have been highlighted as crucial drivers of employees’ motivation to 
support change (Bouckenooghe et al., 2009). Within the current study the quality of 
communication will be viewed as part of the change process factors and will be 
discussed further in this chapter. The emphasis within the current study will be on 
the climate and process portion of change and will be discussed in the following 
sections.  
 
2.2.3.1  Climate of change elements 
 
This section will briefly describe the climate elements of change as discussed by 
Bouckenooghe et al. (2009). 
 
Trust in top management: Because change involves deviation and a certain amount 
of risk-taking, employees would most likely avoid change behaviours unless they 
operated in a situation in which they felt secure (Tierney, 1999). Therefore, the 
presence of a high level of trust amongst employees represents another necessary 
condition for change attempts and acceptance. In organisations where trust in top 
management exists, and where change projects have been implemented 
successfully in the past, organisational members are more likely to develop positive 
attitudes toward new changes (Bouckenooghe et al., 2009). 
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History of change: Readiness to change is also affected by the track record of an 
organisation in dealing effectively with change. If organisational changes have failed 
in the past, employees will develop negative expectations about new change 
initiatives and subsequently become more resistant toward new change 
(Bouckenooghe et al., 2009). Readiness to change is also influenced by the 
organisational track record of successfully implementing major organisational 
changes (Schneider et al., 1996).  The degree to which employees see their 
organisation successfully implement change is one of the major influencing factors of 
work engagement (Change First, 2013). Employees who are a part of organisational 
change that constantly fails or partially implemented will be demotivated and drains 
their energy, focus and excitement for new changes (Change First, 2013). 
 
Cohesion: Cohesion refers to the extent of cooperation and trust in the competence 
of team members (Bouckenooghe et al., 2009). As such Kotter (1996 in Khan, 2011) 
stressed that successful major changes need a powerful guiding coalition. This 
powerful coalition goes beyond the support of top management. Moreover, line 
managers need to translate the general goals of organisational change efforts into 
specific departmental objectives that their people can identify with (Kanter et al., 
1992). A guiding coalition should use every possible vehicle available such as a 
routine discussion about business problems, regular performance appraisals, and a 
division’s quarterly performance meetings to communicate the change. With more 
people willing to drive and support the change, the chance of successful 
organisational change increases (Cheung, 2010). 
 
Politicking: Politicking describes the perceived level of political games within the 
organisation. A high degree of politicking leads to unnecessary expense, 
considerable delays, and unwillingness to share knowledge.  Although organisational 
politics are universal and have widespread effects on several critical organisational 
processes that influence organisational effectiveness and efficiency (Kacmar & 
Baron, 1999), it is striking how scarce the research is on the role of organisational 
politics in times of change. There are so many parties and stakeholders with a 
multitude of agendas involved in organisational change that political activities like 
coalition-building, favouritism, and backstabbing are commonly used practices to 
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protect or enhance self-interests, often without regard for the welfare of other parties 
involved in the process (Bouckenooghe & Menguç, 2010).  
 
2.2.3.2  Process dimensions of change 
 
The process dimensions of organisational change should involve change models 
proposed for effective change implementation and process factors or elements that 
contribute to the positive outcomes of the change efforts (Bouckenooghe et al., 
2009). The change models have already been discussed earlier in the literature 
review.  Process factors of change, specifically within the current study, have a more 
temporary nature and referred to the actual approach of how a specific change 
project is dealt with (Bouckenooghe et al., 2009). 
 
Open and extensive communication, knowledge sharing, and participation are some 
factors which may facilitate successful change practice. The current study will focus 
on the following process dimensions as described by Bouckenooghe et al. (2009); 
participation, support by supervisors, quality of change communication, and the 
attitude of top management.  
 
Participation in the decision making during the change efforts is regarded as one of 
the critical factors which hinders negative employee attitudes and fosters positive 
ones (Armenakis et al.,1993). Participation in decision making is also proposed to be 
positively related with the effective implementation and success of organisational 
change efforts. Van Dam, Shaul and Schyns (2008) also supported the essence of 
active participation during the change process by adding that active participation 
contributes to openness to change and it is negatively correlated with resistance to 
change. 
 
Support by supervisors is perceived as the extent to which employees experience 
support and understanding from their immediate supervisors. More specifically it 
focuses on the ability to lead the employees through the change process 
(Bouckenooghe et al., 2009).  
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Communication is also a critical factor for effective change processes (Mento, 
Raymond & Dirndorfer, 2010).  The ability to openly voice concerns and share ideas 
and information will result in the crucial understanding of, and commitment to 
change. Therefore, openness of communication is another precondition for change 
(Tierney, 1999). Studies conducted on the necessity of effective communication 
during a change process indicated that the aim of adopting honest and effective 
communication during the process is to contribute to the employees’ understanding 
of it, to create commitment and to overcome resistance caused by confusion and 
uncertainty (Mento et al., 2010). 
 
Attitude of top management toward change involves the stance top management is 
taking with regard to change (Bouckenooghe et al., 2009). It is believed that top 
management has the responsibility to create a culture and climate in the organisation 
in which organisational change is effectively implemented and sustained (Schneider, 
et al., 1996). Without the superiors’ commitment and understanding about change, 
organisational change efforts are likely to fail (Schneider et al., 1996). 
 
2.2.4 Creating and managing change readiness: the five key elements 
 
Armenakis et al. (1999) offered five different elements necessary to create 
readiness: (1) the need for change; (2) demonstrating that it is the right change; (3) 
that members have the confidence they can succeed; (4) that key people support the 
change; (5) and what employees will gain from the change.  The five key elements 
are essential to the success of any planned organisational change. The researcher 
of the current study compared the five key elements necessary to create readiness 
with the ten common steps on approaching a change process, obtained from change 
models discussed earlier in this chapter. 
 
The first key element mentioned by Armenakis et al. (1999) is the need for change. 
Specifically, it is the identification of a gap between a desired state and the current 
state (Self, 2007). Self (2007) explained that the change agent must justify the need 
to change. For example, by providing information to the employees on why the 
organisation’s product no longer meets customer expectations, the employees can 
see that the current way of making the product is no longer acceptable (Self, 2007). 
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This element mentioned by Armenakis et al. (1999) concurred with the first step 
extracted from the change models that relates to understanding the need for change 
which mentioned that the starting point of any effective organisational change is to 
gain a clear understanding on the needs for change (Cheung, 2010).   
 
The second key element for creating and managing readiness is establishing if the 
proposed change is the right change to make. Self (2007) explained that the role of 
the change agent in this instance is to demonstrate that the proposed change is the 
right solution for eliminating the gap between the current and ideal state. By 
demonstrating to employees that replacing an old service with a new and improved 
service will lead to an increase in revenues, instead of a continued decline, evidence 
is provided that this change in service is the right thing to do. This step concurs with 
the second step revealed from the change models referring to establishing a sense 
of urgency (Cheung, 2010). This is an essential step as it further enhances people’s 
awareness toward change. Organisation members are willing to step out of their 
comfort zones and are motivated to change when they know the problem is an 
urgent one. 
 
The third key element focuses on bolstering the confidence of organisational 
members, reinforcing that they can successfully make the change. Sometimes 
known as efficacy, this confidence comes from both past experience and the 
persuasive communication of the change agent (Self, 2007).  According to Self 
(2007), these change agents need to first, emphasise that employees have the right 
knowledge, skills, and abilities to implement the change.  Further to this, they need 
to ensure that the organisation has the right organisational structure, policies, 
procedures, technology, and management in place to successfully implement the 
change (Self, 2007). This key element should be implemented during Cheung’s 
(2010) third step that refers to generating buy-in from people through forming 
coalitions, as it elucidated that leaders need to first emphasise that employees have 
the right knowledge, skills, and abilities to implement the change. By forming the 
coalition a change agent would be able to assess the skills and abilities of the 
individuals who want to produce the change.  
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The fourth element, key support, involves the actual organisational support for the 
change. The “who” supporting the change may, in certain circumstances, carry as 
much weight as the “what” of the proposed change. Self (2007) explained that 
employees, when faced with a change, consider the position of both the formal and 
the informal leaders in the organisation. If the change agent can enlist those formal 
and informal leaders in support of the change, other employees may also begin to 
adopt the process.  
 
The final element examines what employees will gain from the change. The 
employees do not only seek to understand the nature of what the outcomes from 
implementation of the change might be, but they also seek to understand if these 
outcomes will be positive or negative, and what the significance of those outcomes 
are in terms of what each employee values (Self, 2007).  It is important to 
understand that the value of the outcome can carry as much weight as whether or 
not the outcome is negative or positive. For example, a change that results in an 
employee being promoted might be viewed as negative because of the requirement 
that he or she must uproot the family and relocate. The relocation outweighs the 
positive gain in title and pay (Self, 2007). 
 
To develop a vision for change is the fourth step in Cheung’s (2010) model. This 
step ties in with Cheung’s (2010) previous step in the sense that a guiding coalition 
should be involved in creating a vision for change. The last two key elements 
mentioned by Armenakis et al. (1999) should be implemented during the fourth step 
mentioned by Cheung (2010). If the change agent can enlist those formal and 
informal leaders in support of the change, other employees may also begin to adopt 
it. The change vision will then be filtered through to the remaining workforce.  
 
Organisations should gain key support at the early stages of change implementation. 
The employees do not only seek to understand the nature of what the outcomes 
from implementation of the change might be, but they also seek to understand if 
these outcomes will be positive or negative (Self, 2007). The change vision creates a 
picture amongst employees of what the change will create (Cheung, 2010) and 
should be able to highlight the positive outcomes.  
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Table 2.4 illustrates the comparison between the five key elements discussed and 
the ten common steps on approaching a change process adapted from Cheung 
(2010), obtained from change models discussed earlier in this chapter.  
 
Table 2.4: Assessment of the five key elements for creating readiness to change and 
change implementation steps.  
Common steps from change models 
 
Creating and managing readiness: the 
five key elements 
1.  Understand the need for change. 1.  Need for change.  
2.  Establish a sense of urgency. 2.  Establishing if proposed change is the 
right change to make. 
3.  Generate buy-in from people 
through forming coalitions. 
3.  Bolstering the confidence of 
organisational members. 
4.  Develop the vision for change.  4.  Key support.  
5.  What will employees gain from the 
change. 
5.  Plan the change.  
6.  Communicate the change.  
7. Empower others to embrace the 
change. 
 
8.  Create short-term wins.  
9.  Implement and refine the change.  
10.  Combine gains and produce more 
changes. 
 
 
From Table 2.4 it is evident that the five key elements for managing and creating 
change readiness occurs within the first half of the change implementation 
procedures obtained from the change models. This suggests that creating and 
managing readiness to change forms a large component of the steps referred to in 
Table 2.4. 
 
It is essential that readiness to change is created and managed during change 
implementation within an organisation. As mentioned earlier, readiness to change 
emerged as one of the core attitudes affecting success and, or failure of change 
interventions (Weiner, 2009). Readiness to change has been highly associated with 
the individual’s attitude as well as the individual’s perceptions, feelings, and beliefs 
surrounding their organisation’s change readiness (Alas, 2007). One of the basic 
reasons for the failure of change interventions is related to negative employee 
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attitudes toward change (Clegg & Walsh, 2004). For a change process to be 
implemented successfully there needs to be a level of readiness (Bouckenooghe et 
al., 2009). When readiness to change exists, the organisation is primed to embrace 
change and resistance is reduced. The next section of the literature will focus on the 
concept of resistance to change.  
 
2.2.5  Resistance to change 
 
Resistance to organisational change is seen as one of the impediments to 
organisational expansion and growth due to its negative repercussions (Boohene & 
Williams, 2012). Even though when change is implemented for positive reasons (to 
adapt to changing environmental conditions and remain competitive), employees 
often respond negatively and resist change efforts. This negative reaction is largely 
due to possible increased pressure, stress and uncertainty for employees (Boohene 
& Williams, 2012).  According to Boohene and Williams (2012) the reasons for the 
failure range from a lack of understanding surrounding an organisation’s capacity for 
change, to other human factors, such as employee resistance toward organisational 
change (Boohene & Williams, 2012).  In addition, Boohene and Williams (2012) cited 
numerous studies, including one of 500 Australian organisations indicating 
resistance to change as the most common problem faced by management. 
 
Resistance is a normal response to change because it often involves going from the 
known to the unknown. Not only do individuals experience change in different ways, 
they also differ in their ability and willingness to adapt to it (Bovey & Hede, 2001).  
Bovey and Hede (2001) mentioned that this topic is important because the failure of 
many corporate change programs is often directly attributable to employee 
resistance. Successfully managing resistance is a major challenge for change 
agents and is arguably of greater importance than any other aspect of the process 
(Bovey & Hede, 2001). Management usually focuses on the technical elements of 
change, with a tendency to neglect the equally important human element which is 
often crucial to successful implementation (Bovey & Hede, 2001). Therefore, in order 
to successfully lead an organisation through major change it is important for 
management to balance both human and organisational needs.  
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Resistance to change introduces costs and delays into the process that are difficult 
to anticipate but must be taken into consideration (Del Val & Fuentes, 2012). 
Resistance has also been considered as a source of information, being useful in 
learning how to develop a more successful change process (Del Val & Fuentes, 
2012). Resistance is a key topic in change management and should be seriously 
considered to help the organisation to achieve the advantages of the transformation. 
 
2.2.5.1  Individuals’ sources of resistance to change  
 
According to Oreg (2003) the sources of resistance appeared to be derived from an 
individual’s personality. Six such sources were identified: (a) reluctance to lose 
control, (b) cognitive rigidity, (c) lack of psychological resilience, (d) intolerance to the 
adjustment period involved in change, (e) preference for low levels of stimulation and 
novelty, and (f) reluctance to give up old habits. 
 
Reluctance to lose control. Some researchers have emphasised loss of control as 
the primary cause of resistance (Conner, 1992). Individuals may resist changes 
because they feel that control over their life situation is taken away from them with 
changes that are imposed on them, rather than being self-initiated. According to 
Robbins and Judge (2007), change alternates ambiguity and uncertainty for the 
unknown.  Employee involvement and participation in organisational decision making 
is seen as a means of overcoming resistance to change (Coch & French, 1948; 
Sagie & Koslowsky, 2000).  
 
Cognitive rigidity. Inflexible individuals are characterised by rigidity and closed-
mindedness and therefore might be less willing and able to adjust to new situations 
(Oreg, 2003). Although this is not proven, according to Oreg (2003), some form of 
cognitive rigidity would be associated in an individual’s resistance to change. 
 
Lack of psychological resilience. According to Wanberg and Banas (2000) resilient 
individuals are more willing to participate in an organisational change and exhibited 
improved coping skills. It may also be that less resilient individuals are more 
reluctant to make changes because to do so is to admit that past practices were 
faulty, and therefore change entails a loss of face (Oreg, 2003). 
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Intolerance to the adjustment period involved in change. A distinct aspect of 
individuals’ psychological resilience is their ability to adjust to new situations. Some 
researchers have suggested that people resist change because it often involves 
more work in the short term (Kanter, 1985). New tasks require learning and 
adjustment, and it may be that some individuals are more willing and able to endure 
this adjustment period (Oreg, 2003).  
 
Preference for low levels of stimulation and novelty. A number of studies established 
a distinction between adaptive individuals, who are best at performing within a well-
defined and familiar framework, and innovators, who are better at finding innovative 
solutions outside the given framework (Oreg, 2003). Oreg (2003) mentioned in his 
study that innovative individuals generally exhibit a greater need for novel stimuli. It 
is thus reasonable to expect that people who resist change would exhibit a weaker 
need for novelty (Oreg, 2003). In addition, Oreg (2003) explained that because 
change often involves an increase in stimulation, those who prefer lower levels of 
stimulation may resist change. 
 
Reluctance to give up old habits. Reluctance to give up old habits is a common 
characteristic of resistance to change (Oreg, 2003). In Oreg’s (2003) study 
reluctance is explained as “familiarity breeds comfort”. When individuals encounter 
new stimuli, familiar responses may be incompatible with the situation, thus 
producing stress, which then becomes associated with the new stimulus (Oreg, 
2003). Robbins and Judge (2007) explained that if an individual is confronted with 
change, the tendency to respond in our accustomed ways becomes a source of 
resistance.  
 
2.2.5.2 Organisational sources of resistance to change 
 
The following organisational sources of resistance to change have been identified: 
(a) structural inertia, (b) limited focus of change, (c) group inertia, (d) threat to 
expertise, (e) threat to established power relationships, and (f) threat to established 
resource allocations.  
 
50 
 
Structural inertia. When the organisation is confronted with change, structural inertia 
acts as a counterweight to sustain stability (Robbins & Judge, 2007). According to 
Robbins and Judge (2007) organisations possess integral mechanisms to produce 
stability. For example, the selection process systematically selects certain people in 
and certain people out (Robbins & Judge, 2007). A further example, training 
reinforces specific role requirements and skills. Formalised regulations provide job 
descriptions, rules, and procedures for employees to follow (Antariksa, 2015).  
 
Limited focus of change. Organisations are built around a number of interdependent 
subsystems (Robbins & Judge, 2007). One cannot be changed without affecting the 
others. For example, if management changes the technological processes without 
simultaneously modifying the organisation's structure to match, the change in 
technology is not likely to be accepted (Antariksa, 2015). Therefore, limited changes 
in subsystems tend to get invalidated by the larger system (Robbins & Judge, 2007). 
 
Group inertia. “Even if individuals want to change their behaviour, group norms may 
act as a constraint” (Robbins & Judge, 2007, p.648). For example, an individual 
union member may be willing to accept changes in his job suggested by 
management. However, if union norms dictate resisting any unilateral change made 
by management, the union member is likely to resist (Antariksa, 2015). 
 
Threat to expertise. “Changes in organisational patterns may threaten the expertise 
of specialised groups” (Robbins & Judge, 2007, p.648). For example, the 
introduction of decentralised personal computers, which allow managers to gain 
access to information directly from an organisation’s mainframe (Antariksa, 2015). 
The latter was a change that was strongly resisted by many information systems 
departments in the early 1980s, as decentralised end-user computing was a threat to 
the specialised skills held by those in the centralised information systems 
departments (Antariksa, 2015). 
 
Threat to established power relationships. According to Robbins and Judge (2007) 
any relocation of decision-making authority can threaten long-established power 
relationships within the organisation. The introduction of participative decision-
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making or self-managed work teams is the kind of change that is often seen as 
threatening by supervisors and middle managers (Antariksa, 2015). 
 
Threat to established resource allocations. Those groups in the organisation that 
control substantial resources often see change as a threat. These groups are 
normally content with the way things are (Robbins & Judge, 2007). They are often 
questioning whether change will reduce their budgets or cut their staff size 
(Antariksa, 2015).  
 
The general view of factors that affect resistance to change developed out of a need 
to understand organisational dynamics and improve organisational effectiveness 
(Coch & French, 1948). A wide variety of factors are identified that affect resistance 
to change (Gray, 1984). The most cited of these being employee participation in the 
change process, the communication process, information/knowledge available, and 
trust in management (Coch & French, 1948; Weinbach, 1994). The latter concurs 
with the process dimensions of change discussed earlier in this chapter. Furthermore 
it was believed that an open communication process and participation would improve 
trust which would indirectly affect an employee’s resistance to change (Coch & 
French, 1948; DiFonzo & Bordia, 1998).  
 
By understanding the concept of change, organisational change, organisational 
change theories, change models, change management, readiness and resistance to 
change, a foundation was created for the current study. The next section will 
introduce the concept of work engagement.  
 
2.2  DEFINING WORK ENGAGEMENT 
 
Work engagement is defined as “a positive, fulfilling, work-related state of mind that 
is characterised by vigour, dedication, and absorption” (Schaufeli et al., 2002, p.74). 
Engaged individuals are energetic about their work, feel connected to their work, and 
are better able to deal with job demands (Schaufeli & Salanova, 2007).   
 
Vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence (Schaufeli et al., 2002). Individuals who score high on vigour 
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typically have a lot of energy, passion and fortitude when working (Schaufeli & 
Bakker, 2003). This dimension is considered to be intrinsically motivational as it 
directs individuals’ energy levels into achieving their goals, because the activity gives 
them enjoyment, fulfilment and this is intrinsically rewarding (Mauno, Kinnunen & 
Ruokolainen, 2007). 
 
Dedication is characterised by “a sense of significance, enthusiasm, inspiration, 
pride, and challenge” (Schaufeli, et al., 2002, p.74). Usually dedicated individuals 
identify with their work because they experience it as meaningful (Schaufeli & 
Bakker, 2003). 
 
Absorption is characterised by being engrossed in one’s work, to the extent to which 
time passes quickly and it is difficult to detach oneself from work (Schaufeli, 
Salanova et al., 2002).  Several researchers are of the view that absorption is similar 
to flow, which resembles deep involvement with an activity, so much so that little else 
seems to matter (Gonzalez-Roma, Schaufeli, Bakker & Lloret, 2006; Langelaan, 
Bakker, Schaufeli & Van Doornen, 2006). 
 
2.2.1 The concept of work engagement 
 
Organisational changes that are a result of mergers, acquisitions, downsizing and 
restructuring, lead to increased pressure on employees to work longer hours, take on 
greater responsibility and become more tolerant towards continuous change 
(Burnes, 2005). The problem becomes exaggerated when change agents fail to 
include the individual in the adaptation process and also fail to manage the change 
process adequately. This mismanagement impacts negatively on organisational 
effectiveness and employee well-being, resulting in the employee becoming 
disengaged in their work and the organisation (Lockwood, 2007).  
 
According to Bhola (2010), sustaining engagement during and after organisational 
change can make a significant difference in retaining employees and increasing 
performance. Hewitt (2013) concurred that the key element in the success of a 
change initiative is when organisations maintain engagement levels of employees 
during organisational change. It is important for change agents to consider work 
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engagement as an integral part of the change process, that is, before, during and 
after change has taken place (Bhola, 2010). 
 
Engagement is viewed as a positive work-related psychological state and reflects a 
genuine willingness to invest focused effort towards attainment of organisational 
goals (Albrecht, 2010). To be engaged in the workplace requires employees to be 
more than physically present and carrying out their activities according to mandatory 
requirements. They must also be cognitively and affectively engaged, making use of 
their “full-selves” in allocated roles, mission and daily tasks of the organisation 
(Hallberg & Schaufeli, 2006). The next section endeavours to define the concept of 
work engagement. 
 
Work engagement is a key business driver for organisational success, where high 
levels of engagement promote retention of talent, foster customer loyalty and 
improve organisational performance and stakeholder value (Lockwood, 2007). 
Lockwood (2007) explained that engaged employees remain enthusiastic about their 
organisation and choose to remain with the organisation. These employees feel 
valued for the contributions they make to the organisation and not only for the salary 
they received. It was argued by Robinson et al. (2004) that work engagement is seen 
as a positive employee attitude towards the organisation and its values. Albrecht 
(2010) concurred that work engagement is viewed as a positive work-related 
psychological state and reflects a willingness to invest focused effort towards 
attainment of organisational goals. 
 
Further to this, Hallberg and Schaufeli (2006) explained that to be engaged in the 
workplace requires employees to be more than physically present and carrying out 
their activities according to mandatory requirements.  
 
Work engagement is influenced by many factors ranging from workplace culture or 
climate, organisational communication and managerial styles to trust, respect, 
leadership and company reputation (Lockwood, 2007). Work engagement overlaps 
with the research topics of employee commitment, motivation and satisfaction, but is 
differentiated from these variables in that it can either be a result of organisational 
efforts or the employee’s choice of engagement with the organisation (Robinson, et 
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al., 2004). Therefore, engaging employees to understand the business drivers and to 
welcome organisational transitions such as mergers, becomes critical as this is 
where employees typically experience a perceived lack of control over their future 
(Lockwood, 2007).  
 
Maslach, Schaufeli and Leiter (2001) established a model to explain the factors that 
lead to burnout and work engagement, including workload, control, rewards and 
recognition, community and social support, perceived fairness and values. They 
further described it as a two-way relationship between employer and employees, 
involving an awareness of the business context. 
 
There are three important issues to understand with the work engagement construct. 
First, the conceptualisation of work engagement is a “specific, well-defined and 
properly operationalised psychological state that is open to empirical research and 
practical application” (Leiter & Bakker, 2010, p.2). Second, work engagement is a 
“state-like” phenomenon and not a temporary state (Sweetman & Luthans, 2010). 
Finally, it is important to note that work engagement and employee engagement are 
not synonymous (Schaufeli & Bakker, 2010). In fact, various forms of engagement 
have been identified in literature, based on their particular antecedents and 
outcomes (Saks, 2006; Simpson, 2009a).  
 
2.2.1.1 Burnout  
 
The phenomenon described as burnout involves a prolonged response to stressors 
in the workplace (Maslach, Jackson & Leiter, 1996). Burnout was initially 
conceptualised by Maslach and Jackson (1981) as a psychological syndrome that 
can occur in individuals who deliver some service to other people.  Garma, Bove and 
Bratton (2007, in Bothma & Roodt, 2012) comprehended the manifestation of 
burnout in three stages, namely emotional exhaustion (i.e. loss of energy), 
depersonalisation (i.e. uncaring attitude towards customers and co-workers), and 
reduced personal accomplishment (i.e. low motivation and reduced self-esteem). 
According to Mashlach, Schaufeli and Leiter (2001) burnout and engagement are on 
opposite sides of the continuum. Work engagement is typically identified by high 
levels of energy and strong identification with one's work, while burnout is identified 
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by low levels of energy together with poor work identification (Schaufeli & Bakker, 
2003). 
 
2.2.2  Antecedents of work engagement 
 
In light of the definition regarding work engagement it is imperative to research the 
elements that contribute towards influencing work engagement.  
 
2.2.2.1 Job Resources 
 
“Job resources refer to the physical, psychological, social, or organisational aspects 
of a job that: (1) may reduce job demands and the associated physiological and 
psychological costs, (2) that are functional in achieving work goals, and (3) stimulate 
personal growth, learning, and development” (Hakanen et al., 2008, p.225). Job 
resources are assumed to play either an intrinsic motivational role because they 
foster employees’ growth, learning and development, or an extrinsic motivational role 
because they are instrumental in achieving work goals (Deci & Ryan, 1985; Ryan & 
Frederick, 1997). Consistent with these notions about the motivational role of job 
resources, several studies have shown a positive relationship between job resources 
and work engagement. For example, Schaufeli and Bakker (2004) found evidence 
for a positive relationship between three job resources (performance feedback, 
social support, and supervisory coaching) and work engagement (vigour, dedication 
and absorption) among four different samples of Dutch employees. More specifically, 
they used structural equation modelling analyses to show that job resources (not job 
demands) exclusively predicted engagement, and that engagement is a mediator of 
the relationship between job resources and turnover intentions (Schaufeli & Bakker, 
2004). Mauno et al. (2007) utilised a two-year longitudinal design to investigate work 
engagement and its antecedents. Job resources predicted work engagement better 
than did job demands. Job control and organisation-based self-esteem proved to be 
the best lagged predictors of the three dimensions of work engagement (Mauno et 
al., 2007).  
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2.2.2.2 Personal resources 
 
Personal resources are positive self-evaluations that are linked to resiliency and 
refer to individuals’ sense of their ability to control and impact upon their environment 
successfully (Hobfoll et al., 2003). It has been proven that such positive self-
evaluations predict goal-setting, motivation, performance, job and life satisfaction, 
career ambition and other desirable outcomes.  Examples of personal resources 
include self-efficacy, resilience and optimism. Typically self-efficacy mediates the 
relationship between task resources and engagement. Engagement also increases 
self-efficacy which eventually leads to an increase in task resources. This suggests a 
positive gain in which self-efficacy plays a central role (Llorens, Schaufeli, Bakker & 
Salanova, 2007). From this argument, it follows that ultimately engaged workers 
generate their own job resources (Bakker, Schaufeli, Leiter & Taris, 2008). 
  
Several authors have investigated the relationships between personal resources and 
work engagement. For example, Rothmann and Storm (2003) conducted a large 
cross-sectional study among 1,910 South African police officers, and found that 
engaged police officers use an active coping style. They are problem-focused, taking 
active steps to attempt to remove or rearrange stressors. Further, in their study 
among highly skilled Dutch technicians, Xanthopoulou, Bakker, Demerouti and 
Schaufeli (2007a) examined the role of three personal resources (self-efficacy, 
organisational based self-esteem, and optimism) in predicting work engagement. 
Results showed that engaged employees are highly self-efficacious; they believe 
they are able to meet the demands they face in a broad array of contexts. In 
addition, engaged workers have the tendency to believe that they will generally 
experience good outcomes in life (optimistic), and believe they can satisfy their 
needs by participating in roles within the organisation.  
 
2.2.2.3 Leader behaviour 
 
Another antecedent to work engagement is leader behaviour. According to Van 
Schalkwyk, Du Toit, Bothma and Rothmann (2010) leader empowerment behaviour 
donates to engagement and encourages employee participation. When employees 
recognise that their immediate superiors and top management have the skilful insight 
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and ability to supplement the growth and productivity of the organisation by making 
competent decisions, it would give the employees increased assurance of a more 
profitable future with the organisation (Spreitzer & Mishra, 2002 in Hassan & 
Ahamed, 2011). In other words, there can be an increase in work engagement 
amongst employees if there is a genuine sense of trust in the competence and 
capability of their immediate supervisors (Hassan & Ahamed, 2011). 
 
2.2.2.4 Trust 
 
Trust in the organisation, colleagues, and in the leader, is an antecedent of work 
engagement, indicating how important it is to foster an open, dependable 
relationship in the workplace (Bargagliotti, 2011). Further to this, when leaders 
display transformational leadership behaviours, it leads to higher levels of work 
engagement (Salanova, Lorente, Chambel & Marti´nez, 2011b).  The relationship 
between trust and work engagement is mutually reinforcing and leads to an upward 
spiral effect (Hassan & Ahamed, 2011). Climate of trust leads to wide and diverse 
benefits for individuals who are engaged in particular organisations (Hassan & 
Ahamed, 2011). According to Dirks and Ferrin (2002) an increase in trust is a direct 
or indirect result of positive workplace behaviours and attitudes, such as 
organisational commitment and employees work engagement. 
 
2.2.3  Consequences of work engagement 
 
Organisational behaviour researchers have deliberated work engagement as 
independent, dependent and moderating variables in various studies (Harter, 
Schmidt & Hayes, 2002). 
 
2.2.3.1 Work engagement as an independent variable 
 
Harter et al. (2002) found that levels of work engagement were positively associated 
with business-unit performance (e.g. customer satisfaction and loyalty, unit 
profitability, unit productivity, turnover levels and safety) in almost 8,000 business 
units within 36 organisations. Salanova, Agut and Peiro (2005), in a study of front-
line service workers and their customers, reported that work engagement predicted 
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service climate, which in turn predicted employee performance and then customer 
loyalty. Schaufeli and Salanova (2007), based on their review of the work 
engagement literature, established that work engagement is associated with positive 
employee attitudes, proactive job behaviours, higher levels of employee 
psychological well-being, and increased individual job and organisational 
performance. In a study conducted by Burk and El-Kot (2010), work engagement 
was found to have fairly reliable, but moderate, relationship with several work 
outcomes and indicators of psychological well-being. Work engagement, according 
to Burk and El-Kot (2010), has potentially positive consequences for both employees 
and their employing organisations.   
 
Work engagement has been empirically shown to be a better predictor of 
performance and commitment than staff satisfaction (Harter et al., 2002). Further to 
this, work engagement is a positive, satisfying and motivational state of well-being at 
work (Burk & El-Kot, 2010). This concurs with Robinson et al. (2004) in that work 
engagement is seen as a positive employee attitude towards the organisation and its 
values. Engaged employees have more energy, are more job involved and more 
strongly identified with their work (Leiter & Bakker, 2010).  
 
A diary study repeated over five consecutive days reported that higher levels of work 
engagement among fast food employees were associated with higher levels of 
financial returns (Xanthopoulou et al., 2007). Quantitative studies regarding the links 
between work engagement and actual job performance show that work engagement 
is related to performance, where employees’ levels of work engagement had a 
positive impact on customer satisfaction (Salanova et al., 2005). 
 
2.2.3.2 Work engagement as a dependent variable 
 
In a research study, Schaufeli and Bakker (2004) found support for the job demands-
resources model in that job demands (workload, emotional demands) were positively 
related to burnout, but not to work engagement, and job resources (social support, 
supervisor coaching, feedback) were positively related to work engagement and 
negatively related to burnout. In addition, burnout fully mediated the impact of job 
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resources on health problems, and work engagement mediated the effect of job 
resources on turnover intention (Schaufeli & Bakker, 2004).   
 
Mauno et al. (2005) in a study of subjective job insecurity among either permanent or 
fixed-term employees, reported lower work engagement among permanent 
employees. Mauno et al. (2005) also found different predictors of work engagement 
in different organisation sectors. Demerouti, Bakker, Nachreiner and Schaufeli 
(2001), in a study of employees from an insurance company, reported that high job 
demands and high control were associated with higher work engagement. Mauno et 
al. (2005) also reported an association of high time pressures with higher levels of 
work engagement. 
 
2.2.3.3 Work engagement as a moderating variable 
 
Leiter and Harvie (1997) stated that in a study about large scale organisational 
change in a hospital setting it was reported that work engagement moderated the 
relationship of supportive supervision, confidence in management, effective 
communication and work meaningfulness and acceptance of the change. In a study 
regarding correspondence between supervisors and staff members during major 
organisational changes, Leiter and Harvie (1997) demonstrated supervisors’ 
confidence in the organisation, their work engagement and assessment of work 
hazards, contributed to predicting staff members’ work engagement, and supervisor 
cynicism and exhaustion contributed to staff member cynicism and professional 
efficacy. In a study conducted by Burk and El-Kot (2010), work engagement was 
found to have fairly consistent, but moderate, relationships with several work 
outcomes and indicators of psychological well-being. Engaged employees have 
more energy, are more job involved and more strongly identified with their work 
(Leiter & Bakker, 2010). According to Burk and El-Kot (2010), engaged employees 
will embrace more challenging work and apply more of their talents. Work 
engagement produces an upward spiral in which the rich get richer; in work terms, 
engaged workers invest more in their work, acquire more skills, and then commit 
themselves to even more challenging assignments which in turn leads to increasing 
levels of work engagement (Burk & El-Kot, 2010). 
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2.2.4  A model of work engagement 
 
The evidence regarding the antecedents and consequences of work engagement 
can be organised in an overall model of work engagement.  Bakker and Demerouti 
(2007) developed the Job Demands-Resources (JDR) model to be inclusive of work 
engagement. According to Hakanen et al. (2008, p.224) “the starting point of the 
JDR model is the assumption that regardless of the type of job, the psychosocial 
work characteristics can be categorised into two groups: job resources and job 
demands”. Job resources and job demands were discussed earlier within the 
literature review under antecedents of work engagement. The JDR model is 
portrayed below in Figure 2.1. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.1: The Job Demands-Resources model of work engagement (Source: Bakker 
& Demerouti, 2008) 
 
Bakker and Demerouti (2008) made two assumptions from the JDR model. The first 
assumption is that job resources such as social support from colleagues and 
supervisors, performance feedback, skill variety, and autonomy, start a motivational 
process that leads to work engagement, and consequently to higher performance 
(Bakker & Demerouti, 2008). The second assumption is that job resources become 
more significant and gain their motivational potential when employees are confronted 
with high job demands (e.g. workload, emotional demands, and mental demands). 
Bakker and Demerouti (2008) draw on the work of Xanthopoulou et al. (2007a, b, c), 
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who expanded the JDR model by showing that job and personal resources are 
mutually related, and that personal resources can be independent predictors of work 
engagement. Thus, employees who score high on optimism, self-efficacy, resilience 
and self-esteem are well able to mobilise their job resources, and generally are more 
engaged in their work (Bakker & Demerouti, 2008). 
 
Figure 2.1 illustrates that job resources and personal resources independently or 
combined predict work engagement. Further, job and personal resources particularly 
have a positive impact on work engagement when job demands are high (Bakker, 
2009). Work engagement, in turn, has a positive impact on job performance. Finally, 
employees who are engaged and perform well are able to create their own 
resources, which then foster work engagement again over time and create a positive 
spiral (Bakker, 2009). 
 
Organisational change may have an influence on the job resources and the intrinsic 
and extrinsic motivation caused by job resources mentioned by Bakker and 
Demerouti (2007).  Work engagement and job resources, according to various 
studies are related (Mauno et al., 2007; Schaufeli & Bakker, 2004). This suggests 
that untimely organisational change could have an impact on job resources, thereby 
affecting levels of work engagement. The researcher anticipates that work 
engagement could possibly impact the employees’ readiness to adapt to potential 
changing job resources due to organisational change.   
 
As mentioned earlier, if employees are not ready for change they may react 
negatively (Boohene & Williams, 2003). They could then possibly become 
disengaged, depending on whether the change negatively impacts job resources. 
This negative reaction is largely due to changes bringing about increased pressure, 
stress and uncertainty. Mangundjaya (2012) stated that all dimensions of work 
engagement will influence readiness to change. The higher the work engagement, 
the higher the readiness will be.  
 
The researcher anticipates that work engagement could impact the employees’ 
readiness to change towards potential changing job resources due to organisational 
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change. This assumption is presented in Figure 2.2 below and could possibly 
become evident in the outcome of this study.  
 
 
 
 
 
 
 
 
Figure 2.2: The possible relationship between work engagement and readiness to 
change.  
 
The next section will briefly discuss how organisations can develop work 
engagement.  
 
2.2.5  Developing work engagement 
 
From the above discussions a more holistic idea could be formulated regarding the 
concept of work engagement. It is essential to discuss how work engagement can be 
created and maintained within the workplace. Schaufeli and Salanova (2007) 
mentioned a number of ways to build work engagement. These include the following: 
matching individual and organisational needs; developing a meaningful 
psychological contract that links personal goals of individual employees with 
organisational resources; conducting surveys of employee demands and resources 
and their association with positive and negative outcomes; job redesign that reduces 
stressors and increases resources; leadership development that build a positive 
emotional climate in the workplace; and lastly, developing training programs that are 
targeted at both organisational health and individual well-being. 
 
Bakker (2009) concluded that the main drivers of work engagement are job and 
personal resources.  Bakker (2009) explains that job resources reduce the impact of 
job demands causing strain, are functional in achieving work goals, and stimulate 
personal growth, learning, and development.  
Job- and 
Personal 
Resources 
Work 
Engagement 
Readiness to 
change 
Confirmed influence 
(Bakker & 
Demerouti, 2007) 
Relationship to be 
tested within this study 
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The literature has discussed the concept of work engagement, the antecedents and 
consequences thereof, a model for work engagement and how to develop work 
engagement. To fully understand the concept of work engagement it is also 
important to understand the concept of employee disengagement.  
 
2.2.6  Employee disengagement 
 
According to Burnes (2005) organisational changes as a result of mergers, 
acquisitions, downsizing and restructuring leads to increased pressure on employees 
to work longer hours, take on greater responsibility and become more tolerable 
towards continuous change and ambiguity. Bhola (2010) mentioned that the problem 
becomes exaggerated when change agents fail to include the individual in the 
adaptation process and also fail to manage the process adequately. This 
mismanagement impacts negatively on organisational effectiveness and employee 
well-being, resulting in the employee becoming disengaged from their work and the 
organisation (Marks, 2007).  
 
According to Weiner and Roberta (2008) disengagement includes feelings of 
alienation or loss of identity with an organisation, group or team, resulting in the 
following outcomes: day-to-day decision making grinds to a halt as overall decisions 
from the top are awaited; employees feel that their security and future are 
threatened; employees no longer feel that they are a vital part of the company; 
worker morale plummets; and lastly, there are battle lines drawn in that there is an 
“us vs. them” stance that emerges where cultural, corporate, country and continental 
differences are magnified and feared (Weiner & Roberta, 2008).  
 
Bhola (2010) explained that restructuring associated with mergers invariably has a 
negative impact on employees in terms of job losses, job uncertainty, ambiguity and 
heightened anxiety, emotions which are not necessarily offset by any organisational 
benefits such as increased productivity and financial profits. Kotter (1996) called this 
a state of carnage resulting in wasted resources and burn-out. Further to this, Bhola 
(2010) explained that disengaged employees are more likely to leave an 
organisation. 
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Sustaining work engagement during and after organisational change can make a 
significant difference in retaining employees and increasing performance (Bhola, 
2010). It is important for change agents to consider work engagement as an integral 
part of the change process, that is, before, during and after change has taken place. 
It is also important for change agents to consider the relationship between certain 
demographic variables, such as age, gender, job category and race, and work 
engagement in the post-merged organisation.  
 
2.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS IN THE STUDY 
 
As mentioned before, the aim of the current study is to determine the relationship 
between readiness to change and work engagement. The present study will also 
endeavour to determine if there are correlations between readiness to change, work 
engagement, processes of change and climate of change.  
 
Mangundjaya (2012) conducted a study to determine if organisational commitment 
and work engagement are important in achieving individual readiness to change. 
From this study it was evident that both organisational commitment and work 
engagement have a positive correlation with individual readiness to change 
(Mangundjaya, 2012).   
 
Further to this, Mangundjaya (2012) believed that the higher the work engagement, 
the higher the readiness to change will be. The research conducted by Mangundjaya 
(2012) concurred with research done by Prasad (2014) in that organisational 
commitment, work engagement and individual readiness to change are positively 
correlated.  
 
Hung, Wong, Anderson and Hereford (2013) conducted a study to measure 
readiness to change and to determine the role of work engagement, ownership and 
participation in managing change.  This study identified that non-physicians (nurses, 
medical assistants and administration staff) that reported high levels of work 
engagement and ownership were significantly correlated with readiness to change 
(Hung et al., 2013). 
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A study conducted by Zayim (2010) identified that readiness to change and 
perceived organisational trust were significantly correlated with each other in a way 
that intentional-, emotional-, and cognitive readiness were all associated and 
contributed significantly in perceived organisational trust. The results also indicated 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  In a study conducted by Brummelhuis (2012) it was noted that 
leadership and quality of communication are positively related to the change 
process. As discussed earlier in the literature review, quality of change 
communication is a sub-construct of process of change which is a construct within 
the present study.  
 
According to Bargagliotti (2011) trust leadership is an antecedent of work 
engagement. Further to this, when leaders display transformational leadership 
behaviours, it leads to higher levels of work engagement (Salanova et al., 2011b). 
The next section will discuss the proposed model and hypotheses for the present 
study.   
 
2.5  PROPOSED MODEL, RESEARCH QUESTIONS AND HYPOTHESES 
 
The proposed model was constructed from the research questionnaire utilised as 
well as the literature review from the current study. The current study’s research 
questionnaire was composed of two separate questionnaires namely the 
Organisational Change Questionnaire–Climate of Change, Processes, and 
Readiness (OCQ–C, P, R) and the Utrecht’s Work Engagement Scale (UWES). 
These questionnaires will be discussed within chapter three. The proposed model is 
illustrated in Figure 2.3 below: 
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Figure 2.3: Proposed model  
 
As identified by Bouckenooghe et al. (2009), climate of change and process of 
change were tapped as antecedents of readiness to change.  Process of change, 
within the current study, will be measured by the following sub-constructs: (1) 
participation, (2) support by supervisors, (3) attitude of top management, and (4) 
quality of change communication. Figure 2.3 illustrates that the arrows are flowing 
from process of change to the sub-constructs which implies that process of change 
will be measured by the before mentioned sub-constructs.  
 
In the OCQ-C,P,R climate of change is measured by trust in leadership, cohesion 
and politicking. However, the current study will only focus on the trust in leadership 
component. The reasons for this will be discussed within chapter three.   
 
As can be seen from Figure 2.3 the arrows are flowing from process of change and 
trust in leadership towards readiness to change. The researcher anticipates that the 
outcome of this study will possibly reveal a relationship between process of change 
and readiness to change as well as a relationship between trust in leadership and 
readiness to change.  
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Work engagement is an integral part of the change process, that is, before, during 
and after change has taken place (Bhola, 2010). As work engagement is an 
important part in the change process it could possibly have an influence on 
readiness to change and was therefore added to the proposed model. This is 
indicated in Figure 2.3 and is illustrated by the arrows flowing from work engagement 
towards the readiness to change construct.  
 
Work engagement is measured by utilising the UWES which incorporates the three 
sub-constructs of work engagement namely vigour, dedication and absorption. 
Therefore, the arrows are flowing from work engagement to the three sub-constructs 
as can be seen in Figure 2.3.   
 
Readiness to change is conceived as a multifaceted concept that comprises an 
emotional dimension of change, a cognitive dimension of change and an intentional 
dimension of change (Bouckenooghe et al., 2009). The model illustrates that the 
three dimensions/sub-constructs of readiness to change (emotional, cognitive and 
intentional) will possibly measure the respondents’ readiness to change within an 
organisation. Therefore, the arrows are flowing from readiness to change towards 
the sub-constructs. The relationships anticipated within the proposed model will be 
tested and discussed within the results chapter.  
  
2.5.1  Research hypotheses 
 
The primary aim of this study is to contribute to the body of knowledge on readiness 
to change readiness and work engagement by investigating the relationship between 
the two constructs during change processes within a mid-tier accounting firm. It is 
anticipated that by determining the latter relationships, the mid-tier accounting firm 
will receive valuable information on how the integration processes impacted their 
organisation members and how to approach future integration procedures. With the 
objectives in mind and the proposed model discussed, the following alternative 
hypotheses were formulated:  
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Table 2.5: Alternative Hypotheses 
H1-1   
There is a significant relationship between readiness to change and the 
demographic variables. 
H1-1a  
There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
H1-2  
There is a significant relationship between work engagement and the 
demographic variables. 
H1-2a 
There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
H1-3 
There is a significant relationship between process of change and the 
demographic variables. 
H1-3a 
There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables. 
H1-4  
There is a significant relationship between trust in leadership and the 
demographic variables. 
H1-5 
There is a significant relationship between readiness to change and work 
engagement. 
H1-5a   
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of work engagement. 
H1-6  
There is a significant relationship between readiness to change and 
process of change. 
H1-6a 
There is a significant relationship between the sub-constructs of 
readiness to change and the sub-constructs of process of change. 
H1-7 
There is a significant relationship between readiness to change and trust 
in leadership. 
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H1-7a 
There is a significant relationship between the sub-constructs of 
readiness to change and trust in leadership. 
H1-8 
There is a significant relationship between work engagement and 
process of change. 
H1-8a 
There is a significant relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
H1-9 
There is a significant relationship between work engagement and trust in 
leadership. 
H1-9a 
There is a significant relationship between the sub-constructs of work 
engagement and trust in leadership. 
H1-10 
There is a relationship between process of change and trust in 
leadership. 
H1-10a 
There is a significant relationship between the sub-constructs of process 
of change and trust in leadership. 
 
2.5  CONCLUSION 
 
As mentioned in Chapter 1, the motivation for this study is based on the notions that 
organisations need to determine the readiness to change of its members before 
embarking on change processes, as this could lead to the success or failure of 
planned change. A further motivation of the current study is to explore the 
relationship between readiness to change and work engagement during a change 
process within an organisation. Mangundjaya (2012) stated that all dimensions of 
work engagement will influence readiness to change. 
 
The literature review has introduced the constructs under scrutiny. It has also 
become clear that organisations need to ensure they have created readiness to 
change amongst its members for change to be successful. The literature review has 
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also revealed the importance of work engagement within an organisation and how it 
can be developed.  
 
From the literature review the researcher has already identified a theoretical link 
between readiness to change and work engagement. Organisational change might 
have an influence on the job resources and the intrinsic and extrinsic motivation 
caused by job resources, mentioned by Bakker and Demerouti (2007). Work 
engagement and job resources, according to various studies (Mauno et al., 2007; 
Schaufeli & Bakker, 2004) are related. Therefore, organisational changes that occur 
could have an impact on work engagement. As mentioned earlier, if employees are 
not ready for change they may react negatively (Boohene & Williams, 2003), and 
could possibly become disengaged, depending on whether the change negatively 
impacts job resources. Further to this, Mangundjaya (2012) stated that the higher the 
work engagement, the higher the readiness to change will be. The next chapter will 
focus on the methodology utilised within this study.  
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CHAPTER 3 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
 
The aim of this study was to acquire a better comprehension of the relationship 
between readiness to change and work engagement within a mid-tier accounting firm 
in South Africa. The previous chapters provided an understanding of readiness to 
change and work engagement and familiarised the readers with the background to 
the study. The hypotheses of the current study were constructed based on the 
proposed model and the literature review discussed in the previous chapters. Further 
to this, the current chapter will discuss the sample compositions, measuring 
instrument construction, reliability of the instruments, as well as data collection and 
analysis of the current study.  
 
3.2 POPULATION AND SAMPLE 
 
The study was conducted within a mid-tier accounting firm in South Africa. There are 
currently twelve offices across South Africa (R. Williams, personal communication, 
July 23, 2014). The word mid-tier is used to describe a company or organisation that 
is neither very big nor very small when compared to other establishments of the 
same nature (Cambridge University Press, 2015). 
 
The population size consisted of employees and top management within the mid-tier 
accounting firm. The population of the mid-tier accounting firm is approximately 
N=990 (N. Solomon, personal communication, February 2, 2015). When conducting 
multivariate statistical analyses the sample size should be large (Maholtra, 2007).  
According to Osborne and Costello (2004), five respondents per item are 
conventionally required when conducting statistical analyses. Therefore a sample 
size of approximately 400 was aimed for.  All the staff within the mid-tier accounting 
firm across South Africa were sent an electronic survey to complete and 340 
responses were received, indicating a response rate of approximately 34 percent. 
Although this response rate is less than anticipated, the responses received are still 
good enough to produce adequate results for the current study (Osborne & Costello, 
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2004;  D. Venter, Personal Communication, May 26, 2015). The demographics of the 
sample are presented in Table 3.1 below. 
Table 3.1: Demographic variables (n=340) 
DEMOGRAPHIC VARIABLES FREQUENCY PERCENTAGE 
GENDER   
Male 144 42 
Female 196 58 
LANGUAGE    
English 189 56 
Afrikaans 116 34 
Xhosa 15 4 
Other African 20 6 
JOB CATEGORY   
Top Management 51 15 
Middle Management 120 35 
Trainee Accountant 88 26 
Administration 76 22 
Other 5 1 
RACE   
White 204 60 
African 42 12 
Coloured 57 17 
Indian 37 11 
OFFICE   
Kimberley 7 2 
Pretoria 42 12 
Kathu 3 1 
Paarl 6 2 
Plettenberg Bay 3 1 
George 17 5 
East London 18 5 
Bloemfontein 14 4 
Port Elizabeth 60 18 
Johannesburg 53 16 
Durban 21 6 
Cape Town 95 28 
AGE    
20 – 29 165 49 
30 – 39 92 27 
40 – 49 43 13 
50 – 59 39 11 
 
A large portion of the sample was represented by females (58%) whereas males 
comprised 42 percent of the sample. It is apparent that more than half of the sample 
was English speaking (56%) and 36 percent were Afrikaans speaking. Other 
African/Xhosa speaking respondents represented 10 percent of the sample.  
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For ease of interpretation the job categories (as seen in Appendix C) were combined 
into the following groups: (1) Top management comprises of partners and senior 
managers; (2) Middle management comprises of seniors, supervisors and 
managers; (3) Trainee accountants remained in their own group as they could not be 
combined with another job category due to nature of the job being fixed-term in 
duration and very specific in nature; (4) Administration consists of administrators and 
assistants. The category represented by other could not be combined with another 
category as the researcher could not identify the jobs listed by the respondents and 
is represented by 1 percent of the sample. The latter is minimal and therefore can be 
discarded from the study.   
 
Middle management (35%) represents a large portion of the sample, whilst trainee 
accountants represented 26 percent of the sample and 22 percent of the 
respondents fell into the category of administration. 
 
A large portion of the sample was comprised by the white race group. The other race 
groups were represented by much smaller percentages of the sample.  
 
It is apparent that the Cape Town office (28%) had the largest number of responses. 
The Port Elizabeth office was represented by 18 percent of the sample and 
Johannesburg and Pretoria were represented by 28 percent of the sample. The 
remainder of the offices have smaller representation in the sample. This could 
possibly be due to the fact that those offices have a smaller staff headcount than 
Cape Town, Port Elizabeth, Johannesburg and Pretoria.  
 
From Table 3.1 it is evident that 49 percent of the sample were between the ages 20 
– 29. Twenty-seven percent of the sample fell into the age category of 30 – 39. 
Thirteen percent of the sample were between the ages of 40 – 49 and 11 percent of 
the sample were between the ages 50 – 59.  
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3.3  MEASURING INSTRUMENTS 
 
A combined questionnaire, incorporating two measuring instruments was utilised to 
gather the data for the purpose of this study. These instruments are the 
Organisational Change Questionnaire – Climate of Change, Process and Readiness 
(OCQ-C,P,R) as well as Utrecht’s Work Engagement Scale (UWES). These 
questionnaires will be outlined below.  
 
It should be noted that the researcher is aware that the combined scale length could 
potentially have an influence on the response rate. According to Anderson (2010) 
survey length has been found to influence response rates, although findings are 
mixed. Deutskens, Ruyter, Wetzels and Oosterveld (2004) explained that shorter 
surveys had higher response rates, but longer surveys still generated a “surprisingly 
high response” rate. This is possibly because it is more difficult for respondents to 
estimate how long an online survey will take (Deutskens et al., 2004). 
 
3.3.1 Organisational Change Questionnaire–Climate of Change, Processes, 
and Readiness; (OCQ–C, P, R) 
 
The OCQ–C, P, R, developed by Bouckenooghe et al. (2009), is a psychometrically 
sound diagnostic instrument that incorporates three separate questionnaires aimed 
at measuring the following: (1) the climate of change or internal change context (C), 
(2) the process of change (P), and (3) readiness to change (R). This instrument was 
designed to measures the circumstances under which change embarks (i.e., climate 
of change or internal context), the way a specific change is implemented (i.e., 
process), and the level of readiness at the individual level.  
 
The results from the OCQ–C, P, R can serve as a guide for developing a strategy for 
the effective implementation of change (Bouckenooghe et al., 2009). The instrument 
encompasses the following 10 dimensions: (a) quality of change communication, (b) 
participation, (c) attitude of top management, (d) support by supervisors, (e) trust in 
leadership, (f) cohesion, (g) politicking, (h) emotional readiness to change, (i) 
cognitive readiness to change, and (j) intentional readiness to change 
(Bouckenooghe et al., 2009).  
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The 10 dimensions cover the complex mix of change by including the context of 
change (i.e., climate of change), the process of change and the reaction toward 
change (i.e. readiness to change) (Armenakis & Bendeaim, 1999). The researcher 
could not source evidence regarding South African context utilisation of this 
questionnaire; however this questionnaire has been utilised for studies measuring 
organisational change. It has also been found that components of the questionnaire 
have been used to assist in developing tailored measuring instruments for studies 
measuring innovative management and innovative organisational climates (Bullock, 
2005; Chou, Shen, Hisao & Chen, 2010). 
 
Quality of change communication, participation, attitude of top management toward 
organisational change and support by supervisors all pertain to how change is dealt 
with (i.e., process). Climate of change refers to the internal context of change and 
involves trust in leadership, cohesion and politicking (Bouckenooghe et al., 2009). 
Readiness to change is a multifaceted attitude towards change, comprising of 
emotional, cognitive and intentional readiness to change (Bouckenooghe et al., 
2009).  
 
According to Bouckenooghe et al. (2009), the item generation process for the 10 
dimensions resulted in 63 items. Bouckenooghe et al. (2009) explained that three 
independent field studies were conducted to further examine the reliability and 
validity of these scales. The results from these field studies indicated that the 
intended factor structure of twelve dimensions did not emerge; however, the 11 
factors that emerged can be useful in an organisational setting. The measures used 
to scrutinise the reliability and validity were satisfied (Bouckenooghe et al., 2009). 
These findings suggested that the OCQ–C, P, R met the standards of a 
psychometrically sound measurement instrument (Bouckenooghe et al., 2009).  
 
Table 3.2 below illustrates the reliability coefficients for process of change, climate of 
change and readiness to change. The reliability of these constructs were determined 
by utilising Cronbach’s Alfa reliability measure (Bouckenooghe et al., 2009). 
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Table 3.2:  Cronbach's alpha coefficients for OCQ–C, P, R (Bouckenooghe et al., 
2009). 
CONSTRUCT ALPA 
Process of change  
Quality of change communication 0.88 
Support by supervisors 0.82 
Participation 0.79 
Attitude of top management 0.73 
Climate of change  
Trust in leadership 0.79 
Cohesion 0.74 
Politicking 0.68 
Readiness to change  
Emotional readiness 0.70 
Intentional readiness 0.89 
Cognitive readiness 0.69 
 
From Table 3.2 it is evident that all sub-constructs for this questionnaire 
demonstrates adequate reliability which suggests that there is internal consistency 
(Bouckenooghe et al., 2009).  
A panel of 10 judges examined the content validity of the 63 items (Bouckenooghe et 
al., 2009).  Results from content validity indicated that the pool of items comprised 
items with more general content and items that were specifically designed toward 
measuring the perception of an ongoing company- or department-specific change 
process (Bouckenooghe et al., 2009). It was found that the context factors (i.e., trust 
in leadership, politicking and cohesion) have a general content, whereas the process 
factors (i.e., quality of change communication, participation, attitude of top 
management, support by supervisors) and the readiness variables were a mixture of 
general and change-specific items. It is essential to take the difference into 
consideration for further validation of the questionnaire. The questionnaire was 
specifically developed by taking into account the feedback from the panel that some 
items had a more general character, whereas others had a more change-specific 
character (Bouckenooghe et al., 2009).   
 
Factor analysis was conducted on the climate of change, process of change and 
readiness to change items separately. Bouckenooghe et al. (2009) factor analysed 
22 items for climate of change, 26 items for process of change and 15 items for 
readiness to change by using principal axis factoring and direct oblimin rotation 
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(Conway & Huffcutt, 2003). An example of a climate of change item is “if I make 
mistakes, my manager holds them against me”. An example of a process of change 
item is “information provided on change is clear”. “Time flies when I am working” is 
an example of one of the readiness to change items. Respondents were asked to 
indicate their level of agreement with the items by using a 5-point Likert-type scale 
ranging from 1 (strongly disagree) to 5 (strongly agree).  
Exploratory factor analysis (EFA) was performed to empirically check the 
discernment of the battery.  A three factor solution was forced with a direct oblimin 
rotation to simplify the interpretation of the factors. Together, these three factors 
explained 43 percent of the total variance (Bouckenooghe et al., 2009). According to 
Bouckenooghe et al. (2009) the extraction of factors resulted from the scree plot 
examination and the eigenvalues greater than one criterion check. “The preliminary 
findings of the pilot study and content validity study were confirmed. Of the 22 
internal context items, 4 were omitted because their primary loadings were less than 
0.40 on their targeted factor or had high secondary loadings on other factors 
(Bouckenooghe et al. 2009, p.571)”.  
Because the climate of change, process of change, and readiness to change scales 
showed adequate reliability and validity, there is no need to fully administer the 
questionnaire (Bouckenooghe et al., 2009). For example, if someone is only 
interested in the general context under which change occurs, only the internal 
context items could be administered without jeopardising the psychometric quality of 
these scales. Therefore, this instrument can be combined with other scales to 
assess change recipients’ beliefs about change. Permission to utilise this instrument 
for research purposes was obtained from the developers/publishers of the scale. 
As discussed previously, climate of change is measured by (1) trust in leadership, 
politicking and cohesion. Process of change is measured by (1) quality of change 
communication, (2) participation, (3) support by supervisors, and (4) attitude of top 
management. Readiness to change is measured by (1) emotional readiness, (2) 
cognitive readiness, and (3) intentional readiness (Bouckenooghe et al., 2009). 
These constructs and sub-constructs were discussed within the literature review of 
the current study.  
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The researcher only included the sub-construct of trust in leadership from the climate 
of change construct in the current study’s questionnaire. Trust in leadership will be 
seen as a construct on its own within the current study and not a sub-construct of 
climate of change and will be measured by 3 items. This could possibly have an 
impact when analysing this construct. The reliability of this sub-construct is covered 
further in this chapter.  Results obtained from the trust in leadership construct will 
yield valuable results for future change implementation within the mid-tier accounting 
firm. An example of this item is, “if I make mistakes, my manager holds them against 
me”.  
 
According to Bouckenooghe et al. (2009) trust in leaderships presented a Cronbach 
alpha of 0.79 indicating that the construct is reliable (Malhotra, 2007). Even though 
the construct is reliable as per Bouckenooghe et al. (2009), after analysing the data 
for the current study, this item could possibly be excluded from the overall results 
and will be mentioned under the shortcomings of the study.  
 
The reason for only utilising trust in leadership from the climate of change construct 
was to shorten the length of the instrument. Furthermore, politicking and cohesion 
were not deemed as essential components to measure by the researcher. This 
notion was supported by the mid-tier accounting firm under scrutiny (L. Fourie, 
personal communications, March, 2015). These sub-constructs could be included in 
future research.  
 
To conclude, because the items and scales of the OCQ-C,P,R were designed and 
tested in organisations just before and during the implementation of change, 
Bouckenooghe et al. (2009) recommend administering this tool under similar 
conditions of change (stages before and during implementation). By utilising this 
questionnaire possible gaps can be identified between change agents’, managers’, 
and human resource management professionals’ expectations about the change 
effort and those of other organisational members (Bouckenooghe et al., 2009). 
Within the current study the instrument was not administered before change but only 
administered during change implementation. Therefore, a possible shortcoming of 
the study would be that the researcher did not administer the instrument before and 
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after change. However, the results from the study would still reveal a possible guide 
for developing a strategy for the effective implementation of change within the mid-
tier accounting firm in future.   
 
3.3.2 Utrecht’s Work Engagement Scale (UWES) 
 
The current study utilises the UWES to measure the work engagement of the staff 
within the mid-tier accounting firm. The UWES includes the three constituting 
aspects of work engagement: vigour, dedication and absorption.  
 
Originally, the UWES included 24 items of which the vigour-items (9) and the 
dedication-items (8) for a large part consisted of positively rephrased Maslach 
Burnout Inventory items (Schaufeli et al., 2002a). These reformulated Maslach 
Burnout Inventory items were supplemented by original vigour and dedication items, 
as well as with new absorption items to constitute the UWES-24. After psychometric 
evaluation in two different samples of employees and students, seven items 
appeared to be unsound and were therefore eliminated so that 17 items remained 
(Schaufeli et al., 2002a).  
 
The 17-item scale measures absorption, vigour and dedication.  Respondents were 
asked to indicate their level of agreement with the items by using a 5-point Likert-
type scale ranging from 1 (strongly disagree) to 5 (strongly agree).  Vigour consisted 
of six items and an example of this is, “At my work, I feel bursting with energy.” 
Dedication was composed of five items and “I am proud of the work that I do” is an 
example of one such item. Absorption is composed of six items and one such 
example is, “When I am working, I forget everything else around me.”  
 
Psychometric evaluations also illustrated satisfactory validity and reliability of the 
UWES (Schaufeli & Bakker, 2003). The internal consistency of the UWES is 
respectable and displays Cronbach’s alphas ranging from 0.80 to 0.90 in a number 
of studies (Schaufeli & Bakker, 2004, Schaufeli et al., 2002).  
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According to Schaufeli, Bakker and Salanova (2006) the UWES can be used as an 
impartial instrument to measure work engagement because its equivalence is 
acceptable for different racial groups. Furthermore, confirmatory factor analyses 
have supported the three-dimensional structure of the UWES, and it identifies that 
the dimensions are very closely related (Schaufeli et al., 2006).  
 
According to Schaufeli and Bakker (2010) different European studies reported that 
the factor structure of the UWES-17 remained invariant across different national 
samples. Goliath-Yarde and Roodt (2011) explain that although organisations use 
the UWES-17 widely in South Africa, only two studies reported validation results. 
These are the Storm and Rothmann (2003) and the Barkhuizen and Rothmann 
(2006) studies.  
 
Both studies referred to challenging items in the instrument and that these items 
need to be examined carefully and improved for South African samples (Storm & 
Rothmann, 2003; Goliath-Yarde & Roodt, 2011). This implies that the wording of 
certain items needs modifying to make them more appropriate for a specific context. 
These findings show potential item bias or differential item functioning in respect of 
the UWES-17 (Goliath-Yarde & Roodt, 2011). Permission for free use of the UWES 
for non-profitable research is granted by Schaufeli and Bakker (2003).  
 
3.4  DATA COLLECTION 
 
The researcher had to obtain the necessary permission from the Board of Partners 
within the mid-tier accounting firm before the study could take place. A document 
explaining and outlining the importance of the study was sent to the relevant parties 
and permission to conduct the study was granted.  An example of this document can 
be found in Appendix A. Further to this, the study received ethics clearance and 
approval from NMMU’s ethics committee. The ethics number for the current study is 
H-15-BES-IOP-003.  Before the researcher could administer the questionnaire, it 
was essential to do a pilot study to ensure that the link to the questionnaire was 
accessible from the mid-tier accounting firm’s server. It was also important to ensure 
that the respondents understood the items stated within the questionnaire. The link 
was tested and all the respondents involved in the pilot study confirmed that they 
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understood the items stated in the questionnaire, the link to the questionnaire was 
working and the respondents could complete and submit the questionnaire easily.  
The Human Resources department at the firm, with the help of the organisation’s 
marketing department, distributed the email with the questionnaire link to all staff in 
the mid-tier accounting firm across South Africa. This link was incorporated as part of 
an email explaining the purpose of the study and highlighted the authorisation from 
the mid-tier accounting firm supporting the study.  The latter is aligned with the APA's 
Ethics Code which explains that participants should be informed about the purpose 
of the research (Smith 2003). The latter email can be viewed in Appendix B. The use 
of electronic questionnaires has both advantages and disadvantages which will be 
discussed in the sections below.  
 
3.4.1  Advantages of using electronic questionnaires 
 
Collecting data online does not cost a lot of money due to low overheads (Gingery, 
2011).  According to Wright (2006), the use of online questionnaires eliminates the 
need for paper and other costs, such as those incurred through postage, printing, 
and data entry. 
 
The respondents input their own data and it is automatically stored electronically 
(Gingery, 2011).  Analysis thus becomes easier and can be streamlined, and is 
available immediately (Gingery, 2001). Wright (2006) stated that responses to online 
questionnaires can be transmitted to the researcher immediately via email, or posted 
to an HTML document or database file. This allows researchers to conduct 
preliminary analyses on collected data while waiting for the desired number of 
responses to accumulate. 
Rapid deployment and return times are possible with online questionnaires that 
cannot be attained by traditional methods (Gingery, 2011). Wyse (2012) mentioned 
that electronic questionnaires can be developed in less time compared to other data-
collection methods.  
Furthermore, the use of electronic questionnaires is convenient for respondents.  
Respondents can answer questions at their own time and pace (Gingery, 2011).  
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Respondents may be more willing to share personal information because they are 
not disclosing it directly to another person.  Interviewers can also influence 
responses in some cases (Gingery, 2011). 
 
3.4.2  Disadvantages of using electronic questionnaires 
 
A disadvantage of using electronic questionnaires is that certain populations are less 
likely to have internet access and to respond to online questionnaires (Gingery, 
2011).  
 
Although electronic questionnaires in many fields could achieve response rates 
equal to or slightly higher than that of traditional modes, internet users today are 
constantly bombarded by messages and can easily delete  emails sent to them 
(Gingery, 2011). Further to this Boyer, Olsen and Jackson (2001) explain that one 
cannot be sure if the email has been delivered or received.  
 
A lack of a trained interviewer to clarify and probe can possibly lead to less reliable 
data (Gingery, 2011). Wyse (2012) mentioned that respondents may not feel 
encouraged to provide accurate and honest answers. 
 
When weighing up the advantages and the disadvantages, the researcher decided to 
use electronic questionnaires because it is convenient for respondents to respond to 
an electronic questionnaire and the low cost involved. Data collection is also easier 
to obtain.  The email sent to respondents stipulated that participation is voluntary and 
respondents could opt out at any stage by simply exiting the questionnaire. When 
respondents clicked on the link to the questionnaire they provided their consent. The 
respondents’ email addresses were not recorded which created anonymity and 
confidentiality.  
 
Once the email with the link to the questionnaire had been sent out, the respondents 
were given one work week to respond. However, the researcher extended the period 
in which the questionnaire was open, for an additional two work weeks whereby 
reminder emails were sent out encouraging staff to participate. The Human 
Resource managers in the various offices across South Africa in the mid-tier 
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accounting firm also sent out reminders to staff encouraging participation. The 
reminders increased the participation rates.  
 
3.5  DATA ANALYSIS 
 
Cronbach’s alpha coefficients were calculated for each of the constructs and sub-
constructs to estimate the internal consistency between the items and to confirm the 
reliability of the measuring instruments (Malhotra, 2007). Malhotra (2007) explains 
that an important property of Cronbach’s alpha coefficients is that its value tends to 
increase with an increase in the number of construct items.  
 
Pearson’s product-moment correlation measures the linear relationship between 
variables (Hauke & Kossowski, 2011). The current study calculated Pearson’s 
product-moment correlation coefficients to determine relationships between all the 
constructs and the sub-constructs within the present study. 
 
Analysis of variance (ANOVA) is a statistical method used to test differences 
between two or more means and used to test general rather than specific differences 
among means (Lane, 2013). ANOVA was applied in the current study to calculate 
the possible influence of demographic variables on work engagement, readiness to 
change, process of change and trust in leadership as well as to determine if these 
demographic variables can account for any significant differences (Malhotra, 2007). 
ANOVA was also applied to the sub-constructs within the current study. T-tests were 
applied when there were two variables in the comparison. The t-test assesses 
whether the means of two groups are statistically different from each other (Trochim, 
2006). 
 
Scheffé tests were used to make pairwise comparisons of all the treatment means 
(Malhotra, 2010). Howell (2010) concurs that the Scheffé test is specifically designed 
for the situation in which post hoc comparisons involve more than pairwise 
differences. Cohen’s d is one of the most common ways to measure the size of an 
effect. In the current study Cohen’s d was utilised to indicate the relative strength of 
the relationships (Bowels, 2010). 
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Structural Equation Modelling (SEM) is a very general statistical modelling 
technique, which is widely used in the behavioural science and can be viewed as a 
combination of factor analysis and regression analysis (Hox & Bechger, 1998).  SEM 
was utilised to evaluate the relationships among the set of variables used in the 
model proposed in this study. Confirmatory factor analysis (CFA) is a statistical 
technique used to verify the factor structure of a set of observed variables (Suhr, 
n.d). CFA is a multivariate statistical procedure that is used to test how well the 
measured variables represent the number of constructs (Statistics Solutions, 2012).  
Further to this, CFA is a mechanism that is used to confirm or reject the 
measurement theory (Statistics Solutions, 2012). Within the current study CFA was 
carried out to examine the fit of the measurement model. MS Excel applications and 
Statistica version 12 was applied to analyse the descriptive statistics and inferential 
statistics. AMOS version 23 was utilised to conduct the CFA and SEM.   
 
3.6  RELIABILITY 
 
Table 3.3 below summarises the reliability coefficients of overall work engagement, 
process of change, trust in leadership and readiness to change constructs.  The 
reliability of these constructs were determined by utilising Cronbach’s Alfa reliability 
measure.  
 
Table 3.3: Cronbach's alpha coefficients for the factors (n = 340) 
CONSTRUCT SUB CONSTRUCT ALPHA 
Readiness to change  
Emotional readiness 0.72 
Cognitive readiness 0.74 
Intentional readiness 0.92 
TOTAL 0.74 
Process of change 
Quality of change communication 0.94 
Participation 0.90 
Attitude of top management 0.91 
Support by supervisors 0.83 
TOTAL 0.86 
Work Engagement 
Absorption 0.78 
Dedication 0.87 
Vigour 0.84 
TOTAL 0.80 
Trust in leadership 0.61 
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According to D. Venter a Cronbach coefficient alpha of < 0.7 signifies that a measure 
is reliable (personal communication, July 1, 2015). Even though 0.60 is seen as 
adequate in exploratory research only, Malhotra (2010) has identified that this is a 
suitable indicator of reliability. It is evident from Table 3.3 that all constructs utilised 
in the questionnaire demonstrate adequate reliability, suggesting that there is 
internal consistency.    
Table 3.3 illustrates that the trust in leadership construct has a Cronbach’s 
coefficient alpha of 0.61, signifying that this measure is somewhat reliable. This 
construct has the lowest reliability of all the constructs, however this may be 
attributable to the notion that this construct only contains three items. As the number 
of items that measure a construct increases, reliability is also likely to increase 
(Malhotra, 2010). 
 
3.7  MEASUREMENT MODEL FIT 
 
CFA was carried out to examine the fit of the measurement model, which was 
optimised using the modification indices reported in AMOS. Modification indices offer 
suggested remedies to discrepancies between the proposed and estimated model 
(Hair et al., 2006). The optimisation consisted of adding covariances between 
indicated error terms of the items (D. Venter, personal communication, July 14, 
2015).  
 
The metrics illustrated in Table 3.4 below are extracted from Schreiber, Stage, Kind, 
Nora and Barlow (2006), Hair et al. (2006) and D. Venter (personal communication, 
July 1, 2015). If the indices meet or exceed the metrics mentioned in Table 3.4 
below, it will identify if there is an adequate data fit with the measurement model. 
Goodness of fit is inversely related to sample size and the number of variables in the 
model (Schreiber et al., 2006; Hair et al., 2006). 
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Table 3.4: Indices for single fit model metrics 
Indices for single fit models Recommended 
metrics 
Chi-square ≤ 3 
Bentler-Bonnet Normed Fit Normed Index (NFI) ≥ .92 
Bentler Comparative Fit Index (CFI) ≥ .92 
Joreskog Adjusted GFI (AGFI) ≥ .95 
Root Mean Square Approximation (RMSEA) ≤ .08 
 
For comparing models, lower scores for Akaike Information Criteria (AIC) and 
Browne-Crudeck Criterion (BCC) is deemed more suitable (Shreider et al., 2006; 
Hair et al., 2006; D. Venter, personal communication, July 1, 2015). CFA was not 
conducted for trust in leadership as this construct was only measured by three items 
(D. Venter, personal communication, July 1, 2015). In order to conduct CFA there 
needs to be more than three items that measure a construct “to provide minimum 
coverage of the construct's theoretical domain” (Hair et al., 2006, p.676; D. Venter, 
personal communication, July 1, 2015). The CFA results for work engagement can 
be seen in the table below. 
 
Table 3.5:  Results for CFA for work engagement (17 items) 
Indices for single fit models Value 
Chi-square 1.63 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.97 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.92 
Root Mean Square Approximation (RMSEA) 0.043 
Akaike Information Criterion (AIC) 284.086 
Brown-Crudeck Criterion (BCC) 294.628 
 
As seen from Table 3.5 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.92 which is below the recommended 
0.95 as indicated in Table 3.5. Although not far off from the recommended metrics, it 
is still deemed as a conservative model fit. Further to this, Malhotra (2007) states 
that ≥ 0.90 is a good fit. The CFA for work engagement is an acceptable model fit 
with the data. The CFA results for process of change can be seen in Table 3.6 
below. 
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Table 3.6: Results for CFA for process of change (29 items) 
Indices for single fit models Value 
Chi-square 1.75 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.94 
Bentler Comparative Fit Index (CFI) 0.97 
Joreskog Adjusted GFI (AGFI) 0.86 
Root Mean Square Approximation (RMSEA) 0.047 
Akaike Information Criterion (AIC) 791.381 
Brown-Crudeck Criterion (BCC) 873.711 
 
As seen from Table 3.6 above all the indices, apart from Jorskog AGFI, display an 
acceptable model fit. The Jorskog AGFI is 0.86 which is below the recommended 
0.95 which points to a conservative model fit. As all the indices, apart from Jorkskog 
AGFI, display an acceptable fit, the researcher concludes that the CFA results for 
process of change indicate a conservative model fit with the data. The CFA results 
for readiness to change can be seen in Table 3.7 below. 
 
Table 3.7: Results for CFA for readiness to change (13 items) 
Indices for single fit models Value 
Chi-square 1.60 
Bentler-Bonnet Normed Fit Normed Index (NFI) 0.98 
Bentler Comparative Fit Index (CFI) 0.99 
Joreskog Adjusted GFI (AGFI) 0.94 
Root Mean Square Approximation (RMSEA) 0.042 
Akaike Information Criterion (AIC) 116.672 
Brown-Crudeck Criterion (BCC) 171.238 
 
Table 3.7 illustrates that Joreskog AGFI is 0.94 and the recommended metric is 0.95. 
There is a small percentage difference from the recommended metric. This points to 
a satisfactory fit. The other indices illustrated in Table 3.7 are all above the 
recommended metrics therefore, the CFA results for readiness to change is 
considered to be an acceptable model fit with the data.  
 
3.8  CONCLUSION 
 
This chapter summarised the research methodology utilised in the study. The 
composition of the sample and the measuring instrument were examined.  Data 
gathering and analysis procedures were discussed. The measuring instrument 
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utilised demonstrated adequate reliability. For the purpose of the current study the 
measurement model was investigated through applying CFA for the purpose of the 
current study. The results from CFA suggested that there was a good model fit with 
the data. The following chapter will outline and present the results obtained in the 
current study.  
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CHAPTER 4 
RESULTS 
 
4.1  INTRODUCTION 
 
As specified in Chapter 1, the main aim of this study is to examine the relationships 
between readiness to change and work engagement within a mid-tier accounting 
firm.  In the previous chapter the research methodology explained the design of the 
study. The aim of the present chapter is to present the results of the study. The data 
received from the questionnaires were downloaded from the Nelson Mandela 
Metropolitan University’s Survey Tool (internal website) and exported into Microsoft 
Excel. Statistica version 12, as well as AMOS version 23, were used to analyse the 
data.  Both descriptive and inferential statistics were utilised and these results are 
presented within this chapter. These results will assist in accepting or rejecting the 
research hypotheses set out in the second chapter.   
 
4.2  QUESTIONNAIRE RESULTS 
 
To gain a better understanding of the results the researcher presented the outcomes 
from the questionnaire with frequency distributions from each construct and sub-
construct measured in tabular format. Each table will illustrate the Standard 
Deviation (Std.D) and Mean (M.) and whether respondents Strongly Disagreed 
(S.D.), Disagreed (D.), had Neutral (N.) responses, Agreed (A.) and Strongly Agreed 
(S.A.) with the items within the questionnaire. Each construct and sub-construct of 
the questionnaire will be discussed in the sections below. The questionnaire can be 
viewed in appendix C.  
 
4.2.1  Work engagement 
 
Work engagement was measured on a rating scale of one to five, with a score of one 
suggesting very low engagement and a score of five suggesting very high 
engagement. For ease of analysis the mean scores are interpreted in Table 4.1.  
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Table 4.1: Interpretation of mean scores: Work Engagement 
Mean scores Description 
1.0 – 1.7 very low score on work engagement or sub-construct 
1.8 – 2.5 low score on work engagement or sub-construct 
2.6 – 3.3 medium score on work engagement or sub-construct 
3.4 – 4.1 high score on work engagement or sub-construct 
4.2 – 5.0 very high score on work engagement or sub-construct 
 
Work engagement was measured through the following sub-constructs: absorption, 
dedication and vigour.  The descriptive statistics for results on work engagement’s 
sub-construct of absorption are discussed below: 
 
4.2.1.1  Frequency distribution for work engagement: Absorption 
 
Items 1.1 to 1.6 in the questionnaire measured the absorption sub-construct of work 
engagement. The results identified from the absorption items are illustrated in Table 
4.2 below: 
 
Table 4.2: Frequency Distribution: Absorption (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.1. Time flies when I am working. 4.29 0.83 0% 2% 15% 32% 50% 
1.2. When I am working, I forget everything 
else around me. 3.51 0.87 1% 10% 36% 41% 11% 
1.3. I feel happy when I am working 
intensely. 3.76 0.84 1% 4% 33% 43% 19% 
1.4. I am immersed in my work. 3.74 0.81 1% 4% 31% 48% 16% 
1.5. I get carried away when I am working. 3.52 0.89 2% 8% 38% 40% 12% 
1.6. It is difficult to detach myself from my 
job. 3.07 1.10 9% 20% 32% 30% 8% 
 
From Table 4.2 it is apparent that the largest portion of respondents perceived that 
time passes by quickly when they are working (32 percent agree and 50 percent 
strongly agree).  Item 1.2 illustrates that 41 percent of respondents agree and 11 
percent strongly agree that when they are working they forget everything else around 
them.  It is also evident from item 1.3 that 43 percent of respondents agree and 19 
percent strongly agree that they are happy when they work intensely.  Item 1.4 
illustrates that 48 percent of respondents agree and 19 percent of respondents 
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strongly agree that they are immersed in their work. Item 1.5 referred to employees 
that get carried away when they are working. Thirty-eight percent of respondents had 
a neutral response to this questions, this could possibly indicate a lack of 
understanding regarding the item. However, Item 1.5 illustrates that 40 percent of 
respondents agree and 12 percent strongly agree that they get carried away when 
they are working.  Item 1.6 illustrates that 30 percent of respondents agree and eight 
percent of respondents strongly agree that it is difficult to detach themselves from 
their jobs. 
 
4.2.1.2  Frequency distribution for work engagement: Dedication 
 
Items 1.7 to 1.11 in the questionnaire measured the dedication sub-construct of work 
engagement. The results from the dedication items are illustrated in Table 4.3 below: 
 
Table 4.3: Frequency Distribution: Dedication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.7. I find the work that I do full of meaning 
and purpose. 3.57 0.92 4% 5% 36% 41% 14% 
1.8. I am enthusiastic about my job. 3.70 0.94 1% 9% 28% 41% 21% 
1.9. My job inspires me. 3.49 0.99 4% 10% 36% 35% 16% 
1.10. I am proud of the work that I do. 4.11 0.83 1% 2% 19% 42% 36% 
1.11. To me, my job is challenging. 3.84 0.91 1% 6% 26% 43% 25% 
 
From Table 4.3 it is evident that 41 percent of respondents are in agreement that 
they find the work they do to be meaningful and purposeful. Item 1.8 indicates that 
41 percent of respondents agree and 21 percent strongly agree that they feel 
enthusiastic about their job. Further to this, 35 percent of respondents agree and 16 
percent strongly agree that their jobs inspire them (item 1.9). Item 1.10 indicates that 
42 percent of respondents agree and 36 percent strongly agree that they are proud 
of the work that they do. From item 1.11 it is clear that 43 percent of respondents 
agree and 25 strongly agree that they found their jobs to be challenging.  
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4.2.1.3  Frequency distribution for work engagement: Vigour 
 
Items 1.12 to 1.17 in the questionnaire measured the vigour sub-construct of work 
engagement. The results from the vigour items are illustrated in Table 4.4 below. 
 
Table 4.4: Frequency Distribution: Vigour (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
1.12. At work, I feel bursting with energy. 3.14 0.89 4% 18% 45% 29% 5% 
1.13. When I get up in the morning, I feel like 
going to work. 3.09 1.07 9% 18% 36% 30% 8% 
1.14. I can continue working for very long 
periods at a time. 3.58 0.98 3% 9% 31% 40% 17% 
1.15. At my job, I am very resilient, mentally. 3.62 0.75 1% 4% 38% 47% 10% 
1.16. At my job, I feel strong and vigorous. 3.42 0.80 1% 10% 41% 41% 6% 
1.17. At my work I always persevere, even 
when things do not go well. 3.89 0.78 0% 4% 24% 51% 21% 
 
From Table 4.4 it is apparent that a big percentage of the respondents gave an 
impartial score with item 1.12 and item 1.13 suggesting that they possibly did not 
understand the items or they are possibly unsure whether they are bursting with 
energy at work or if they feel like going to work when they wake up in the morning.  
 
Item 1.14 indicates that 40 percent of respondents agree and 17 percent of 
respondents strongly agree that they can continue working for long periods at a time. 
Item 1.15 indicates that 47 percent of respondents agree and 10 percent of 
respondents strongly agree that they are mentally very strong in their jobs. From 
item 1.16 it is evident that 41 percent of respondents agree and six percent strongly 
agree that they feel strong and vigorous in their jobs. Fifty-one percent of 
respondents agree and 21 percent of respondents strongly agree that they always 
persevere in their jobs even when things do not go well. 
 
Table 4.5: Descriptive statistics for scores on work engagement and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Absorption 3.65 3.67 1.17 5.00 0.62 - 0.303 0.110 
Dedication 3.74 3.80 1.00 5.00 0.74 - 0.459 0.253 
Vigour 3.46 3.50 1.00 5.00 0.66 - 0.334 0.114 
Work engagement 3.62 3.64 1.06 5.00 0.57 - 0.494 0.771 
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From Table 4.5 it is apparent that the overall mean score for absorption was 3.65, 
indicating a high score of absorption with a standard deviation of 0.62.  The overall 
mean score for dedication was 3.74 indicating a high score of dedication with a 
standard deviation of 0.74.  The mean score for vigour was 3.46 indicating a high 
score of vigour with a standard deviation of 0.66.  Work engagement has a mean 
score of 3.62, indicating that there are high levels of work engagement within the 
sample.  
 
The work engagement total, as well as absorption, dedication and vigour suggest 
that the data is negatively skewed, as the construct and sub-constructs are less than 
-1.00 (Venter, D. personal communication, 27 September, 2015). With all the 
skewness coefficients demonstrating negative signs, it is an indication of a 
negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.2  Process of change 
 
Process of change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores with regards to process of change and a score of 
five suggesting very high scores with regards to process of change. For ease of 
analysis, the mean scores are interpreted in Table 4.6.  
 
Table 4.6: Interpretation for mean scores: Process of change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on process of change or sub-construct 
1.8 – 2.5 low score on process of change or sub-construct 
2.6 – 3.3 medium score on process of change or sub-construct 
3.4 – 4.1 high score on process of change or sub-construct 
4.2 – 5.0 very high score on process of change or sub-construct 
 
The process of change construct was measured by the following sub-constructs: 
quality of change communication, participation, attitude of top management towards 
change, and support by supervisors. The following sections will discuss the 
descriptive statistics of each sub-construct measuring process of change. The first 
sub-construct that will be discussed is quality of change communication.  
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4.2.2.1 Frequency distribution for process of change: Quality of change 
communication 
 
Items 2.1 to 2.8 in the questionnaire measured the quality of change communication 
sub-construct of the process of change construct. The results from the quality of 
change communication items are illustrated in the Table 4.7 below. 
 
Table 4.7: Frequency Distribution: Quality of change communication (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
2.1. I am regularly informed on how the 
change is going. 2.94 1.12 12% 21% 34% 25% 8% 
2.2. There is good communication between 
project leaders and staff members about the 
organisations policy towards changes. 
2.88 1.10 13% 23% 35% 24% 6% 
2.3. Information provided on change is clear. 2.87 1.09 12% 25% 33% 25% 5% 
2.4. Information concerning the changes 
reaches us mostly as rumours. 3.13 1.17 9% 24% 28% 27% 13% 
2.5. We are sufficiently informed of the 
progress of change. 2.79 1.08 14% 24% 37% 19% 6% 
2.6. Management team keeps all 
departments informed about its decisions. 2.80 1.09 14% 25% 35% 21% 6% 
2.7. Two-way communication between the 
management team and the departments are 
very good. 
2.81 1.10 14% 24% 33% 24% 5% 
2.8. Management team clearly explains the 
necessity of the change 2.80 1.09 14% 24% 34% 23% 5% 
 
Item 2.1 illustrates that 25 percent of respondents are in agreement and eight 
percent of respondents strongly agree that they perceive to be regularly informed on 
how change is going. Twenty one percent of respondents believed that they are not 
informed on how change is going. Item 2.2 indicates that there are varying 
perceptions about whether the communication amongst staff members and project 
leaders is good during a change process.  Item 2.3 indicates that 12 percent of 
respondents strongly agree and 25 percent agree that information provided on 
change was not clear.  Fourty percent of respondents believe that information 
concerning changes reaches them as rumours (Item 2.4). This concurs with the 
previous item’s outcome that information regarding change in unclear.  Twenty-four 
percent of respondents perceived that they are not informed regarding the progress 
of change. This item also indicated that a big percentage (37%) provided an impartial 
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response to this item. As illustrated by item 2.6 14 percent of respondents strongly 
agree and 25 percent agree that the management teams do not keep all 
departments informed about decisions made during a change process. Item 2.7 
indicates that 38 percent of respondents believe that two-way communication 
between the management teams and departments are not good during change. 
From item 2.8 it can be seen that a large percentage of respondents (38%) indicated 
that they perceive that the management team does not explain the necessity of 
change that is taking place.  
4.2.2.2  Frequency distribution for process of change: Participation 
 
Items 3.1 to 3.11 in the questionnaire measured the participation sub-construct of the 
process of change construct. The results from the participation items are illustrated 
in Table 4.8 below. 
 
Table 4.8: Frequency Distribution: Participation (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
3.1. Changes are always discussed with all 
people concerned. 2.76 1.15 17% 23% 34% 19% 7% 
3.2. Those who implement change, have no 
say in developing the proposal. 2.80 0.91 9% 24% 50% 13% 4% 
3.3. Decisions concerning work are taken in 
consultation with the staff who are affected. 2.71 1.05 16% 24% 38% 19% 4% 
3.4. My department’s management team 
takes account of the staff’s remarks. 3.00 1.03 10% 17% 43% 24% 6% 
3.5. Departments are consulted about the 
change sufficiently. 2.75 1.05 14% 24% 40% 18% 5% 
3.6. Staff members were consulted about the 
reasons for change. 2.74 1.03 14% 25% 39% 19% 4% 
3.7. Front line staff and office workers can 
raise topics for discussion. 2.95 1.04 10% 21% 39% 24% 6% 
3.8. Our department provide sufficient time 
for consultation. 2.76 1.05 14% 22% 41% 18% 4% 
3.9. It is possible to talk about outmoded 
regulations and ways of working. 2.99 0.97 10% 14% 49% 23% 4% 
3.10. The way change is implemented leaves 
little room for personal input. 3.02 1.03 7% 23% 39% 22% 8% 
3.11. Staff members are sufficiently involved 
in the implementation of the changes by our 
departments senior managers. 
2.76 0.96 12% 23% 45% 18% 2% 
 
96 
 
From Table 4.8 it is evident that 17 percent of respondents strongly agree and 23 
percent of the respondents agree that changes are not always discussed with all 
people concerned (Item 3.1).  Item 3.2 illustrates that half of the respondents gave a 
neutral response indicating that they possibly did not understand the item or it could 
also possibly suggest that the respondents do not know whether those who 
implement change are a part of developing the proposal for change. Item 3.3 
indicates that 38 percent of respondents do not know if other staff are consulted 
regarding whether change affects them. The majority of respondents gave a neutral 
response to item 3.4 indicating the possibility of them not understanding the item 
fully, or they do not know whether their department’s management team takes the 
staff members’ remarks into account during a change process.  
 
Thirty percent of respondents agree that their department’s management team takes 
their remarks into account during change. Item 3.5 indicates that 40 percent of the 
respondents gave a neutral response and a big percentage of the respondents 
perceive that departments are not consulted about changes sufficiently. This 
suggests that respondents perceive that departments are not consulted regarding 
the changes that are going to be implemented or they are not aware of consultation 
taking place. From item 3.6 to 3.11 the majority of respondents indicated a neutral 
response to the items.  
 
4.2.2.3 Frequency distribution for process of change: Attitude of top 
management toward change 
 
Items 4.1 to 4.3 in the questionnaire measured the attitude of top management 
toward change sub-construct of the process of change construct. The results from 
this sub-construct are illustrated in Table 4.9 below. 
 
Table 4.9: Frequency Distribution: Attitude of top management toward change (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
4.1. Management team has a positive vision 
of the future. 3.49 1.02 4% 10% 35% 34% 17% 
4.2. Management team is actively involved 
with the changes. 3.43 1.00 4% 13% 34% 35% 14% 
4.3. Management team supports the change 
process unconditionally. 3.31 1.03 5% 14% 38% 30% 13% 
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From Table 4.9 it is evident that 17 percent of respondents strongly agree and 34 
percent of respondents agree that their management team has a positive vision for 
the future.  Forty-nine percent of respondents perceive their management team to be 
actively involved with changes (Item 4.2). Item 4.3 indicates that the majority of the 
respondents gave a neutral response. This could imply that they are unsure whether 
their management team supports the change process unconditionally. Thirty-three 
percent of the respondents perceive that their management team supports the 
change process unconditionally.  
 
4.2.2.4  Frequency distribution for process of change: Support by supervisors 
 
Items 5.1 to 5.7 in the questionnaire measured the support by supervisors sub-
construct of the process of change construct.  The results from this sub-construct are 
illustrated in Table 4.10 below. 
 
Table 4.10: Frequency Distribution: Support by supervisors (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
5.1. Our department’s senior managers pay 
sufficient attention to the personal 
consequences that the changes could have 
for their staff members. 
3.06 1.10 11% 17% 36% 27% 9% 
5.2. Our department’s senior managers 
coach us very well about implementing the 
change. 
3.02 1.08 11% 17% 39% 26% 8% 
5.3. Our department’s senior managers have 
trouble in adapting their leadership styles to 
the changes. 
2.75 1.10 13% 30% 34% 16% 8% 
5.4. My manager does not seem very keen to 
help me find a solution if I have a problem. 2.23 1.16 34% 29% 22% 11% 4% 
5.5. If I experience any problems, I can 
always turn to my manager for help. 3.79 1.11 4% 9% 24% 32% 32% 
5.6. My manager can place herself/himself in 
my position. 3.38 1.11 6% 14% 32% 31% 17% 
5.7. My manager encourages me to do things 
that I have never done before. 3.66 1.11 6% 8% 27% 34% 25% 
 
From Table 4.10 it is clear that 36 percent perceive that their department’s senior 
managers pay sufficient attention to the personal consequences that the changes 
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could have on their staff and 36 percent are unsure if their senior management pays 
attention to the personal consequence. 
Item 5.2 illustrates that 39 percent of the respondents furnish a neutral response. 
This could imply that they do not understand the item or they are unacquainted that 
their department’s senior managers coach the staff on change implementation. Item 
5.3 indicates that 13 percent of respondents strongly disagree and 30 percent of 
respondents disagree that their senior managers have trouble adapting their 
leadership styles to the changes.  Thirty-four percent of respondents strongly 
disagree and 29 percent disagree that their managers do not seem willing to help 
them find solutions if they have problems (Item 5.4).  
Thirty-two percent of respondents strongly agree and 32 percent of respondents are 
in agreement that they can always turn to their managers when they experience any 
problems (Item 5.5). Item 5.6 illustrates that a large percentage of the respondents 
(31 percent agree and 17 percent strongly agree) perceive that their managers can 
place themselves in the respondents’ position when going through change 
processes.  From item 5.7 it is clear that there is a large percentage of respondents 
that feel their managers encourage them to do things they have never done before. 
Table 4.11 illustrates the overall frequency distribution scores for the process of 
change construct.  
Table 4.11: Descriptive statistics for scores on process of change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Quality of change 
communication 2.85 3.00 1.00 5.00 0.94 - 0.016 - 0.498 
Participation 2.87 3.00 1.09 4.82 0.73 - 0.080 - 0.048 
Attitude of top 
management toward 
change 
3.41 3.33 1.00 5.00 0.94 - 0.259 - 0.204 
Support by supervisors 3.42 3.43 1.00 5.00 0.78 - 0.191 0.131 
Process of change 3.14 3.15 1.09 4.95 0.72 - 0.055 - 0.157 
 
As can be seen in Table 4.11, the mean score for the quality of change 
communication sub-construct (m = 2.85) falls into the medium range with a standard 
deviation of 0.94.  The participation sub-construct has a mean score of 2.87 which 
indicates a medium score with a standard deviation of 0.73. The overall mean score 
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for the attitude of top management sub-construct was 3.41 which falls into a high 
range with a standard deviation of 0.94. The support by supervisor sub-construct 
presented a high score (m =3.42) with a standard deviation of 0.78.  
 
The process of change construct has a mean score of 3.14 and a standard deviation 
of 0.72. This implies that there is a medium score towards process of change.  The 
process of change total, as well as quality of change communication, participation, 
attitude of top management towards change and support by supervisors suggest that 
the data is negatively skewed, as they are less than -1.00.  
 
With all the skewness coefficients demonstrating negative signs, it is an indication of 
a negatively skewed distribution, which in this instance means that respondents 
tended to score on the high side as the mean scores are relatively high. 
 
4.2.3  Trust in leadership 
 
Trust in leadership was measured on a rating scale of one to five, with a score of one 
suggesting very low scores with regards to trust in leadership and a score of five 
suggesting very high scores with regards to trust in leadership. For ease of analysis, 
the mean scores are interpreted in Table 4.12. The sections below will discuss the 
descriptive statistics of this construct.  
 
Table 4.12: Interpretation for mean scores: Trust in leadership (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on trust in leadership 
1.8 – 2.5 low score on trust in leadership 
2.6 – 3.3 medium score on trust in leadership 
3.4 – 4.1 high score on trust in leadership 
4.2 – 5.0 very high score on trust in leadership 
 
4.2.3.1   Frequency distribution for Trust in Leadership 
 
Items 6.1 to 6.3 in the questionnaire measured the construct of trust in leadership.  
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Table 4.13: Frequency Distribution: Trust in Leadership (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
6.1. The management team consistently 
implements its policies in all departments. 3.10 1.05 9% 14% 43% 26% 8% 
6.2. The management team fulfils its 
promises. 3.02 1.05 11% 15% 43% 24% 7% 
6.3. If I make mistakes, my manager holds 
them against me. 2.49 1.22 27% 24% 28% 14% 7% 
 
From Table 4.13 it is clear that 43 percent of respondents gave a neutral response to 
item 6.1 which suggest that respondents did not fully understand the question or they 
are unsure whether management consistently implements policies in all departments 
during change. Item 6.2 indicates that the majority of respondents gave a neutral 
response which could imply uncertainty around the fact that management fulfils their 
promises or respondents did not fully understand the question. Item 6.3 illustrated 
varying perceptions regarding whether the management team fulfils its promises.  A 
large percentage of respondents perceived that their managers do not hold the 
mistakes they make against them.  
Table 4.14: Descriptive statistics for scores on trust in leadership (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Trust in leadership 3.21 3.33 1.00 5.00 0.83 - 0.129 - 0.006 
 
The mean score of trust in leadership is 3.21 indicating a medium score with a 
standard deviation of 0.83. Although there are a percentage of respondents who 
perceive that trust in leadership exists, the medium score indicates that there is also 
room for improvement when it comes to trust in leadership for the mid-tier accounting 
firm.  
 
The trust in leadership total suggests that the data is negatively skewed, as the 
construct is less than -1.00. The negative sign is an indication of a negatively 
skewed distribution. 
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4.2.4  Readiness to change 
 
Readiness to change was measured on a rating scale of one to five, with a score of 
one suggesting very low scores on readiness to change and a score of five 
suggesting very high scores on readiness to change. For ease of analysis, the mean 
scores were are interpreted in Table 4.15.  
 
Table 4.15: Interpretation for mean scores: Readiness to change (n=340) 
Mean score  Description 
1.0 – 1.7 very low score on readiness to change or dimension 
1.8 – 2.5 low score on readiness to change or dimension 
2.6 – 3.3 medium score on readiness to change or dimension 
3.4 – 4.1 high score on readiness to change or dimension 
4.2 – 5.0 very high score readiness to change or dimension 
 
The readiness to change construct was measured by the following sub-constructs: 
emotional readiness to change, intentional readiness to change, and cognitive 
readiness to change. The following sections will discuss the descriptive statistics of 
these sub-constructs. 
 
4.2.4.1   Frequency distribution for readiness to change: Emotional readiness 
 
Items 7.1 to 7.5 in the questionnaire measured the emotional readiness sub-
construct. The results from the emotional readiness items are illustrated in Table 
4.16 below. 
 
Table 4.16: Frequency Distribution: Emotional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.1. I have a good feeling about the change 
project. 3.30 0.92 4% 10% 48% 29% 9% 
7.2. I experience the change as a positive 
process. 3.47 0.93 3% 9% 39% 37% 12% 
7.3. I find the change refreshing. 3.49 0.95 3% 10% 37% 36% 14% 
7.4. I am somewhat resistant to change. 2.46 1.01 18% 36% 31% 13% 3% 
7.5. I am quite reluctant to accommodate and 
incorporate changes into my workplace. 2.41 1.03 20% 37% 28% 12% 3% 
 
102 
 
From Table 4.16 it is apparent that 48 percent of respondents provided an impartial 
response to item 7.1, possibly suggesting they were unsure about their feelings 
toward the change projects that have occurred within the firm. Item 7.2 indicates that 
37 percent of respondents agree and 12 percent of respondents strongly agree that 
change is a positive process.  
Thirty-six percent of the respondents agree and 14 percent of respondents strongly 
agree that change is refreshing (Item 7.3).  Item 7.4 illustrates that 36 percent of 
respondents disagree and 18 percent of respondents strongly disagree that they are 
resistant towards change.  Further to this, item 7.5 indicates that 37 percent of 
respondents disagree and 20 percent of respondents strongly disagree that they are 
reluctant to accommodate and incorporate changes into the workplace.  
 
4.2.4.2  Frequency distribution for readiness to change: Cognitive readiness 
 
Items 7.6 to 7.10 in the questionnaire measured the cognitive readiness sub-
construct of the readiness to change construct. The results from the cognitive 
readiness items are illustrated in Table 4.17 below. 
 
Table 4.17: Frequency Distribution: Cognitive readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.6. I think that most changes will have a 
negative effect on the clients we serve. 2.24 0.95 25% 38% 28% 8% 1% 
7.7. Plans for future improvement will not 
come to much. 2.79 0.87 9% 22% 53% 14% 2% 
7.8. Most change projects that are supposed 
to solve problems around here will not do 
much good. 
2.67 1.02 13% 30% 38% 14% 5% 
7.9. The change will improve work. 3.41 0.88 3% 9% 43% 36% 9% 
7.10. The change will simplify work. 3.26 0.91 4% 12% 46% 31% 8% 
 
Item 7.6 from Table 4.17, suggests that 63 percent of respondents are of the view 
that they do not perceive that the changes will have a negative effect on clients. 
From item 7.7 it is clear that 53 percent of respondents gave a neutral response 
which could indicate that they did not understand the item fully or they are unsure 
whether there are more changes coming up in the near future.   
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Item 7.8 illustrates that most of the respondents positively perceive that the change 
projects will solve problems. Thirty-six percent of respondents perceive the change 
will improve their work (Item 7.9). Fourty-three percent presented an impartial 
response to this item which could imply that they are unsure how the change will 
improve their work.   
Item 7.10 suggests that 46 percent of respondents presented an impartial response 
which could indicate that they are uncertain as to how the change will simplify their 
work.   
 
4.2.4.2  Frequency distribution for readiness to change: Intentional readiness 
 
Items 7.11 to 7.13 in the questionnaire measured the intentional readiness sub-
construct. The results from the intentional readiness items are illustrated in Table 
4.18 below. 
 
Table 4.18: Frequency Distribution: Intentional readiness (n=340) 
Items M. Std. Dev. S.D. D. N. A. S.A. 
7.11. I want to devote myself to the process 
of change. 3.55 0.84 2% 5% 43% 37% 13% 
7.12. I am willing to make a significant 
contribution to the change. 3.80 0.80 1% 2% 33% 44% 20% 
7.13. I am willing to put energy into the 
process of change. 3.81 0.78 1% 1% 32% 46% 19% 
 
Table 4.18 suggests that half of the respondents devote themselves to the 
processes of change. Fourty-four percent of respondents agree and 20 percent of 
respondents strongly agree that they are willing to make significant contributions to 
change processes (Item 7.12). This item also indicates that a small percentage of 
the respondents are not willing to make a contribution to change.  
 
Item 7.13 indicates that 46 percent of respondents agree and 19 percent strongly 
agree that they are willing to put energy into the process of change. This item further 
indicates that a very small percentage of respondents are not willing to put energy 
into the process of change. Table 4.19 illustrates the overall frequency distribution 
for readiness to change.  
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Table 4.19: Descriptive statistics for scores on readiness to change and its sub-
constructs (n=340) 
Construct Mean Medium Min. Max. Std. Dev. Skewness Kurtosis 
Emotional Readiness 3.48 3.40 1.80 5.00 0.67 0.219 - 0.027 
Cognitive Readiness 3.40 3.40 1.40 5.00 0.65 0.116 0.348 
Intentional Readiness 3.72 3.67 1.00 5.00 0.75 - 0.126 0.184 
Readiness to change 3.53 3.49 2.16 5.00 0.56 0.366 - 0.181 
 
As can be seen in Table 4.19, the mean score for emotional readiness (m = 3.48) 
falls into the high range with a standard deviation of 0.67.  Cognitive readiness has a 
mean score of 3.40 with a standard deviation of 0.65. The overall mean score for 
intentional readiness is 3.72 which falls into a high range with a standard deviation of 
0.75. The overall readiness to change construct has a mean score of 3.53 which 
suggests a high score. While the distribution of responses for intentional readiness is 
negatively skewed, the distribution of responses for emotional readiness and the 
overall readiness to change construct are positively skewed. Cognitive readiness 
displays a symmetric distribution of responses. The next section will discuss the 
differences in the sample for demographic variables.  
 
4.3  DEMOGRAPHIC VARIABLE ANALYSIS 
 
The following sections explain the differences in the demographic variables of this 
study. The study measured the following demographic variables: age, job categories, 
gender, language, race and office location of the mid-tier accounting firm.  
 
The statistical significance of differences was determined by examining variations in 
mean scores of demographic groups, for instance age, job category and office 
location, based on the psychometric constructs in the study and their corresponding 
sub-constructs. When there are more than two categories present in a demographic 
group it is necessary to conduct an analysis of variance (ANOVA).  
 
Although the ANOVA will highlight that there are significant differences between the 
means, it does not point out where the significant difference lies when there are 
more than two groups (Hair et al., 2006). Therefore, it is also necessary to utilise the 
Scheffé method to identify where the differences exist.  
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Cohen’s d was also calculated to determine the approximate strength of the 
difference.  A value of 0.20 and above for Cohen’s d is considered to indicate a small 
practical significance, whereas a value of 0.50 and above indicates a medium 
practical significance and 0.80 and above indicates a large practical significance 
(Gravetter & Wallnau, 2009).  
 
The scores of age, office location, language and job category demographics were 
examined for differences in mean scores, but only statistical differences that were 
found will be presented in this section. The results for the ANOVA based on the 
scores of the four age groups are presented in Table 4.20. 
 
Table 4.20: ANOVA of Age 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 339 5.381 0.001 
Dedication 339 1.388 0.246 
Vigour 339 3.787 0.110 
Process of change sub-constructs 
Quality of change communication 339 1.480 0.220 
Participation 339 0.317 0.813 
Attitude of top management 339 1.216 0.304 
Support by supervisors 339 1.446 0.229 
Readiness to change sub-constructs 
Emotional readiness 339 0.487 0.692 
Cognitive readiness 339 0.304 0.822 
Intentional readiness 339 1.746 0.157 
Construct totals 
Work engagement 339 4.335 0.005 
Process of change 339 0.567 0.637 
Trust in leadership 339 0.363 0.780 
Readiness to change 339 0.189 0.904 
 
As can be seen in Table 4.20 the p-value for absorption is indicated at 0.001 and 
work engagement indicated at 0.005 suggesting a significant difference in the mean 
scores of absorption and overall work engagement for respondents with different age 
groups.  A post hoc Scheffé test was calculated and the differences in these age 
groups for absorption and work engagement are reflected in Table 4.21 and Table 
4.22 below. 
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Table 4.21: Scheffé test for age on absorption 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.009 0.862 0.039 3.53 0.44 
30-39 yrs 
  0.467 0.984 3.80  
40-49 yrs 
   0.423 3.62  
50+ 0.039 
   3.84 0.52 
 
From Table 4.21 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of absorption (p 
= 0.009). Older respondents (30-39) have a higher mean score than younger 
respondents (20-29) for absorption and this has a small practical significance 
(Cohen’s d = 0.44).  This suggests that the respondents within the 30-39 age group 
have higher levels of absorption than those within the 20-29 age group. Further to 
this, there is a significant difference between respondents aged 20-29 years and 
those aged 50+ years in terms of absorption (p = 0.039). The older respondents 
(50+) have a higher mean score than younger respondents (20-29) for absorption 
and this has a medium practical significance (Cohen’s d = 0.52). This suggests that 
the respondents within the 50+ age group have higher levels of absorption than 
those within the 20-29 age group.  
 
Table 4.22: Scheffé test for age on work engagement 
 20-29 yrs 30-39 yrs 40-49 yrs 50+ Mean Cohen’s d 
20-29 yrs 
 
0.027 0.587 0.077 3.51 0.41 
30-39 yrs 
  0.865 0.987 3.73  
40-49 yrs 
   0.783 3.64  
50+ 
    3.77  
 
From Table 4.22 above, it is evident that there is a significant difference between 
respondents aged 20-29 years and those aged 30-39 years in terms of work 
engagement (p = 0.027). Older respondents (30-39) have a slightly higher mean 
score than younger respondents (20-29) for work engagement and this has a small 
practical significance (Cohen’s d = 0.41). The results for the ANOVA based on the 
scores of the four job categories are presented in Table 4.23. 
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Table 4.23: ANOVA of job category 
Construct df (3) F-stat P value 
Work Engagement sub-constructs 
Absorption 334 3.141 0.018 
Dedication 334 3.894 0.009 
Vigour 334 8.213 0.0005 
Process of change sub-constructs 
Quality of change communication 334 3.756 0.011 
Participation 334 4.223 0.006 
Attitude of top management 334 3.246 0.022 
Support by supervisors 334 0.610 0.609 
Readiness to change sub-constructs 
Emotional readiness 334 3.657 0.013 
Cognitive readiness 334 6.759 0.0005 
Intentional readiness 334 1.290 0.278 
Construct totals 
Work engagement 334 6.616 0.0005 
Process of change 334 3.421 0.018 
Trust in leadership 334 0.819 0.484 
Readiness to change 334 4.296 0.005 
 
As is evident from the Table 4.23, absorption (p = 0.018), dedication (p = 0.009) and 
vigour (p = 0.0005) all had p-values of less than 0.05 indicating a significant 
difference in mean scores when related to the type of job category.  
 
Furthermore, quality of change communication (p = 0.011), participation (p = 0.006) 
and attitude of top management (p = 0.022) all had p-values of less than 0.05 
indicating a significant difference in mean scores when related to the type of job 
category. Emotional readiness (p = 0.013) and cognitive readiness (p = 0.0005) 
indicated significant differences in mean scores relating to job categories. Further to 
this, Table 4.23 indicates that work engagement (p = 0.0005), process of change (p 
= 0.018) and readiness to change (p = 0.005) indicated significant differences in 
mean scores relating to job categories.  
 
Once statistical significance was implied, it was necessary to conduct a post hoc 
Scheffé test on the significant constructs to determine where the differences lie 
concerning job categories.  The results indicated that there was no detectable 
significance regarding the mean scores for absorption, emotional readiness and 
readiness to change.  The results for dedication, vigour and work engagement are 
reflected in Table 4.24, Table 4.25 and Table 4.26 below.  
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Table 4.24: Scheffé test for job category on dedication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration Mean 
Cohen’s 
d 
Top Management 
 0.218 0.194 0.010 4.02 0.60 
Middle Management 
  0.997 0.356 3.76  
Trainee Accountant 
   0.526 3.74  
Administration 
    3.57  
 
From Table 4.24 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of dedication (p = 
0.010) with a medium practical significance (Cohen’s d = 0.060). Top management 
displays higher levels of dedication (m = 4.02) than the administration job category 
(m = 3.57). 
 
Table 4.25: Scheffé test for job category on vigour 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.66 0.009  3.79 0.68 
Middle Management 
  0.746 0.040 3.50 0.40 
Trainee Accountant 
   0.400 3.40  
Administration 0.0005 
   3.23 0.87 
 
From Table 4.25 above, it is evident that there is a significant difference between the 
job categories of administration and top management in terms of vigour (p = 0.0005). 
The job category of top management has a higher mean score than administration 
for vigour and this has a large practical significance (Cohen’s d = 0.87). Further to 
this, Table 4.25 indicates that there is a significant difference between the job 
categories of trainee accountant and top management in terms of vigour (p = 0.009). 
Top management once again has a higher mean score than trainee accountant for 
vigour, and this has a medium practical significance (Cohen’s d = 0.68). Table 4.25 
indicates a small practical significance between the scores of administration and 
middle management with a Cohen’s d of 0.40. These results suggest that top 
management displays higher levels of vigour than the job categories of 
administration, trainee accountant and middle management.  
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Table 4.26: Scheffé test for job category on work engagement 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Accoun-
tant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.121 0.014  3.88 0.70 
Middle Management 
  0.685 0.096 3.66  
Trainee Accountant 
   0.655 3.56  
Administration <0.0005 
   3.45 0.77 
 
Table 4.26 illustrates that there is a significant difference between the job categories 
of top management and trainee accountant in terms of overall work engagement (p = 
0.014). Top management has a higher mean score than trainee accountant for work 
engagement and this has a medium practical significance (Cohen’s d = 0.70).  
Further to this, Table 4.26 illustrates that there is a significant difference between the 
job categories of top management and administration in terms of overall work 
engagement (p < 0.0005).  In this instance, top management displays slightly higher 
work engagement (m = 3.88) than administration (m = 3.45). This difference has a 
medium practical significance between the scores of administration and top 
management with a Cohen’s d of 0.77. 
 
Further post hoc Scheffé tests were calculated and the differences in the job 
category groups for quality of change communication, participation, attitude of top 
management and process of change are reflected in Table 4.27, Table 4.28, Table 
4.29 and Table 4.30 below. 
 
Table 4.27 below illustrates that there is a significant difference between the job 
categories of middle management and trainee accountant in terms of quality of 
change communication (p = 0.038). The job category of middle management has a 
lower mean score than administration in terms of quality of change communication 
and this has a small practical significance (Cohen’s d = 0.42). 
 
Table 4.27: Scheffé test for job category on quality of change communication 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.640 0.752 0.602 2.92  
Middle Management 
  
0.038 0.998 2.27 0.42 
Trainee Accountant 
   
0.050 3.10 0.44 
Administration 
    2.69  
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Further to this, Table 4.27 illustrates that there is a significant difference between the 
job categories of trainee accountant and administration in terms of quality of change 
communication (p = 0.050). Trainee accountant once again has a higher mean score 
than administration for quality of change communication and this has a small 
practical significance (Cohen’s d = 0.44). These results suggest that trainee 
accountants perceived quality of change communication to be more satisfactory (m = 
3.10) than what middle management (m = 2.27) and administration (m = 2.69) 
perceive it to be.  
 
Table 4.28: Scheffé test for job category on participation 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.173 0.874 0.022 3.09 0.56 
Middle Management 
  0.454 0.637 2.82  
Trainee Accountant 
   0.069 2.99  
Administration 
    2.68  
 
 
From Table 4.28 above, it is evident that there is a significant difference between the 
job categories of top management and administration in terms of participation (p = 
0.022). The job category of top management has a higher mean score than 
administration for participation and this has a medium practical significance (Cohen’s 
d = 0.56).  
 
Table 4.29: Scheffé test for job category on attitude of top management 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s 
d 
Top Management 
 0.859 0.846 0.417 3.48  
Middle Management 
  0.196 0.755 3.35  
Trainee Accountant 
   
0.034 3.36 0.48 
Administration 
    3.20  
 
Table 4.29 illustrates that there is a significant difference between the job categories 
of trainee accountant and administration in terms of the perception they have of top 
management’s attitude towards change (p = 0.034). The job category of trainee 
accountant has a slightly higher mean score than administration which has a small 
practical significance (Cohen’s d = 0.48).   
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From Table 4.30 it is evident that there is a significant difference between the job 
categories of trainee accountant and administrative staff in their perceptions of the 
process of change (p = 0.047). The job category of trainee accountant has a higher 
mean score than administration for process of change and this has a small practical 
significance (Cohen’s d = 0.46).  
 
Table 4.30: Scheffé test for job category on process of change 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 0.544 0.987 0.227 3.25  
Middle Management 
  0.182 0.843 3.08  
Trainee Accountant 
   
0.047 3.30 0.46 
Administration 
    2.98  
 
A post hoc Scheffé test was calculated and the differences in the job category 
groups for cognitive readiness are reflected in Table 4.31. 
 
Table 4.31: Scheffé test for job category on cognitive readiness 
 Top 
Manage-
ment 
Middle 
Manage-
ment 
Trainee 
Account-
ant 
Admini
stration 
Mean Cohen’s d 
Top Management 
 
0.045 0.986 0.156 3.55 0.48 
Middle Management 
  
0.002 0.987 3.25 0.57 
Trainee Accountant 
   
0.025 3.60 0.49 
Administration 
    3.29  
 
Table 4.31 illustrates that there is a significant difference between the job categories 
of top management and middle management in terms of cognitive readiness (p = 
0.045). The job category of top management has a higher mean score than middle 
management for cognitive readiness and this has a small practical significance 
(Cohen’s d = 0.48).  Table 4.31 further indicates a medium practical significance 
between the scores of middle management and trainee accountant with a Cohen’s d 
of 0.57. The mean score for trainee accountant (m = 3.60) is higher than the mean 
score for middle management (m = 3.25).  
 
Furthermore, Table 4.31 demonstrates that there is a significant difference between 
trainee accountants and administrative staff in terms of cognitive readiness (p = 
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0.025). Trainee accountant has a higher mean score than administration for 
cognitive readiness and this has a small practical significance (Cohen’s d = 0.49).  
 
The questionnaire was distributed to 12 of the mid-tier accounting firm’s offices 
across South Africa. For ease of analysis the offices were grouped into regions. 
Table 4.32 below indicates how the various offices were clustered into regions. 
 
Table 4.32: Region composition 
Offices Regions Percentage 
Cape Town Western Cape (W. Cape) 30 Paarl 
George Southern Cape (S. Cape) 6 Plettenberg Bay 
Port Elizabeth Eastern Cape (E. Cape) 23 East London 
Durban Kwa-Zulu Natal (KZN) 6 
Kimberley Free State/Northern Cape (FS / N. 
Cape) 7 Kathu Bloemfontein 
Johannesburg Gauteng (GP) 28 Pretoria 
 
The results for the ANOVA based on the scores of the six regions are presented in 
Table 4.33 below.  
 
Table 4.33: ANOVA of regions  
Construct df (5) F-stat P value 
Work Engagement sub-constructs 
Absorption 338 2.344 0.041 
Dedication 338 3.169 0.002 
Vigour 338 3.711 0.003 
Process of change sub-constructs 
Quality of change communication 338 1.145 0.336 
Participation 338 2.133 0.061 
Attitude of top management 338 5.249 0.0005 
Support by supervisors 338 2.190 0.0555 
Readiness to change sub-constructs 
Emotional readiness 338 2.611 0.025 
Cognitive readiness 338 1.097 0.362 
Intentional readiness 338 1.947 0.086 
Construct totals 
Work engagement 338 4.067 0.001 
Process of change 338 3.018 0.001 
Trust in leadership 338 3.192 0.008 
Readiness to change 338 2.037 0.073 
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From Table 4.33 above it is evident that absorption (p = 0.041), dedication (p = 
0.002) vigour (p = 0.003), attitude of top management (p = 0.0005), trust in 
leadership (p = 0.008), work engagement (p = 0.001) and process of change (p = 
0.001) have significant differences in the mean scores for respondents in the 
different regions. Once statistical significance was implied, it was necessary to 
conduct a post hoc Scheffé test on the significant constructs and sub-constructs to 
determine where the differences lie concerning regions. These results suggest that 
that there is no detectable significance regarding the mean scores for absorption and 
dedication. 
 
Table 4.34: Scheffé test for regions on vigour 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.536 0.284 0.439 0.996 3.52  
S. Cape 
  0.864 0.524 0.804 0.998 3.54  
E. Cape 
   0.920 0.039 0.845 3.32 0.75 
KZN 
    
0.021 0.47 3.13 1.20 
FS / N. Cape 
     0.479 3.84  
GP 
      3.46  
 
Table 4.34 illustrates that there is a significant difference between the Eastern Cape 
region and the Free State/Northern Cape regions in terms of vigour (p = 0.039) with 
a medium practical significance (Cohen’s d = 0.75).  The Free State/Northern Cape 
region (m = 3.84) have a higher mean score than the Eastern Cape (m = 3.32). 
Further to this Table 4.34 illustrates that there is a large practical significance 
between Kwa-Zulu Natal and the Free State/Northern Cape (Cohen’s d = 1.02).  
 
A post hoc Scheffé test was calculated and the differences in the regions for work 
engagement are reflected in Table 4.35 below. 
 
Table 4.35: Scheffé test for regions on work engagement 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 1.000 0.222 0.150 0.826 0.653 3.72  
S. Cape 
  0.685 0.368 0.968 0.912 3.74  
E. Cape 
   0.928 0.082 0.975 3.49  
KZN 
    
0.042 0.681 3.33 1.06 
FS / N. Cape 
     0.242 3.90  
GP 
      3.57  
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From the Table 4.35 it is evident that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region (Cohen’s d = 1.06). The 
Free State/Northern Cape regions (m = 3.90) have a much higher mean score than 
Kwa-Zulu Natal (m = 3.33). 
 
Table 4.36: Scheffé test for regions on attitude of top management 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.364 0.998 0.917 0.001 0.650 3.21 1.03 
S. Cape 
  0.565 0.976 0.788 0.900 3.73  
E. Cape 
   0.980 0.004 0.920 3.28 0.94 
KZN 
    0.249 1.000 3.48  
FS / N. Cape 
     
0.003 4.18 0.82 
GP 
      3.45  
 
From Table 4.36 above, it is evident that there is a significant difference between the 
Western Cape region and the Free State/Northern Cape region in terms of attitude of 
top management (p = 0.001).  The mean score for the Free State/Northern Cape 
regions (m = 4.18) are relatively higher than the mean score for the Western Cape 
region (m = 3.21), also indicating a large practical significance (Cohen’s d = 1.03).  
 
Further to this, there is a large practical significance between the Free 
State/Northern Cape regions and the Eastern Cape region (Cohen’s d = 0.94) as 
well as the Gauteng region (Cohen’s d = 0.82). Table 4.36 illustrates that the Free 
State/Northern Cape region (m = 4.18) has relatively higher mean scores than the 
Eastern Cape region (m = 3.28) with regards to attitude of top management.  
 
Table 4.37: Scheffé test for regions on process of change 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.932 0.977 0.894 0.015 0.915 3.01 0.86 
S. Cape 
  0.997 1.000 0.602 0.999 3.21  
E. Cape 
   0.992 0.089 1.000 3.11  
KZN 
    0.638 0.997 3.23  
FS / N. Cape 
     0.111 3.36  
GP 
      2.14  
 
From Table 4.37 it is apparent that there is a large practical significance between the 
Western Cape region and the Free State/Northern Cape region in terms of process 
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for change (Cohen’s d = 0.86). The Free State/Northern Cape regions (m = 3.36) 
have a higher mean score than Kwa-Zulu Natal (m = 3.23). 
 
Table 4.38: Scheffé test for regions on trust in leadership 
 W. 
Cape 
S. 
Cape 
E. 
Cape 
KZN FS / N. 
Cape 
GP Mean Cohen’s 
d 
W. Cape 
 0.995 0.998 1.000 0.029 1.000 3.17 0.79 
S. Cape 
  0.971 1.000 0.467 0.992 3.30  
E. Cape 
   0.995 0.015 0.999 3.11 0.84 
KZN 
    0.319 0.999 3.24  
FS / N. Cape 
     
0.025 3.38 0.81 
GP 
      3.16  
 
Table 4.38 illustrates that  there is a significant difference between the Western 
Cape region and the Free State/Northern Cape regions in terms of trust in leadership 
(p = 0.029). The Free State/Northern Cape region (m = 3.38) has a higher mean 
score than the Western Cape region (3.17) which has a medium practical 
significance (Cohen’s d = 0.79).   
 
The Eastern Cape region and the Free State/Northern Cape regions demonstrate a 
large practical significance (Cohen’s d = 0.84), as the Free State/Northern Cape 
region (m = 3.38) has a higher mean score than the Eastern Cape region (m = 3.11).  
 
Further to this, the Free State/Northern Cape region demonstrates a large practical 
significance with Gauteng (Cohen’s d = 0.81). The Free State/Northern Cape region 
(m = 3.38) has a higher mean score than Gauteng (m = 3.16).  
 
The results obtained for the relevant race groups did not have representative 
samples, therefore an analysis was not feasible (D. Venter, personal communication, 
July 1, 2015). Table 4.39 below illustrates the results of the t-tests for gender 
differences. 
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Table 4.39: Results of the t-test for gender 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d F M F M 
Work engagement sub-constructs 
Absorption 3.63 3.67 0.52 338 0.606 196 144  
Dedication 3.70 3.80 1.13 338 0.260 196 144  
Vigour 3.36 3.59 3.21 338 0.001 196 144 0.35 
Process of change sub-constructs 
Quality of change 
communication 2.70 3.04 3.40 338 0.001 196 144 0.37 
Participation 2.74 3.06 4.07 338 0.0005 196 144 0.45 
Attitude of top management 3.29 3.57 2.76 338 0.006 196 144 0.30 
Support by supervisors 3.35 3.51 1.92 338 0.56 196 144  
Readiness to change sub-constructs 
Emotional readiness 3.44 3.52 0.98 338 0.327 196 144  
Cognitive readiness 3.34 3.47 1.85 338 0.065 196 144  
Intentional readiness 3.72 3.72 -0.11 338 0.911 196 144  
Construct totals 
Work engagement 3.56 3.68 1.91 338 0.057 196 144  
Process of change 3.02 3.30 3.52 338 0.0005 196 144 0.39 
Trust in leadership 3.17 3.26 1.05 338 0.296 196 144  
Readiness to change 3.56 3.57 1.06 338 0.292 196 144  
 
The p-value for vigour was 0.001, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for gender with regards to vigour. To 
determine the strength of the difference, the Cohen’s d was calculated which 
indicated a small practical significance of 0.35.  As can be seen in Table 4.39 above, 
male respondents have a slightly higher mean score for vigour than female 
respondents. 
 
From Table 4.38 it is illustrated that the p-value for quality of change communication 
(p = 0.001), participation (p = 0.0005) and attitude of top management (p = 0.006) 
are significant.  This indicates that there is a significant difference for gender on the 
sub-constructs of quality of change communication, participation and attitude of top 
management. The male respondents have slightly higher mean scores than the 
female respondents with regards to quality of change communication, participation 
and attitude of top management.  
 
Further to this, the p-value for process of change is 0.0005 which implies there is a 
significant difference for gender with regards to process of change. The Cohen’s d 
was calculated which indicated a small practical significance of 0.39. The mean 
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score for the male respondents are slightly higher than the mean score for females 
with regards to process of change.  
 
Table 4.40: Results of the t-test for language differences 
Constructs Mean t-
value 
df 
(1) p 
Valid n Cohen’
s d Afr. Eng. Afr. Eng. 
Work engagement sub-constructs 
Absorption 3.68 3.66 0.24 303 0.811 116 189  
Dedication 3.91 3.65 3.03 303 0.003 116 189 0.36 
Vigour 3.53 3.42 1.50 303 0.134 116 189  
Process of change sub-constructs 
Quality of change 
communication 2.85 2.81 0.34 303 0.735 116 189  
Participation 2.88 2.84 0.47 303 0.641 116 189  
Attitude of top management 3.52 3.32 1.77 303 0.077 116 189  
Support by supervisors 3.50 3.39 1.22 303 0.222 116 189  
Readiness to change sub-constructs 
Emotional readiness 3.42 3.49 -0.84 303 0.399 116 189  
Cognitive readiness 3.39 3.36 0.51 303 0.608 116 189  
Intentional readiness 3.70 3.70 0.00 303 0.999 116 189  
Construct totals 
Work engagement 3.71 3.58 1.98 303 0.048 116 189 0.23 
Process of change 3.19 3.09 1.11 303 0.269 116 189  
Trust in leadership 3.33 3.14 2.02 303 0.045 116 189 0.24 
Readiness to change 3.50 3.51 -0.14 303 0.887 116 189  
 
Table 4.40 illustrates the results of the t-tests for language differences. An analysis 
on Xhosa/African languages was not feasible due to the fact that the sample is too 
small and different from the sample sizes for Afrikaans and English (D. Venter, 
personal communication, July 1, 2015).  Therefore, Table 4.40 only illustrates results 
for Afrikaans and English speaking respondents.  
 
The p-value for dedication was 0.003, which is significant as p is less than 0.05. This 
indicates that there is a significant difference for language on the sub-construct of 
dedication. To determine the strength of the difference, the Cohen’s d was calculated 
which indicated a small practical significance of 0.36. As can be seen in Table 4.40, 
respondents who are Afrikaans speaking in the sample have a slightly higher mean 
score for dedication than respondents who are English speaking. 
 
Table 4.40 illustrates that the p-value for trust in leadership was 0.045, which is 
significant as p is less than 0.05. This indicates that there is a significant difference 
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for language on the construct trust in leadership. To determine the strength of the 
difference, the Cohen’s d was calculated which indicated a small practical 
significance of 0.24. As can be seen in Table 4.40, respondents who are Afrikaans 
speaking in the sample have a slightly higher mean score for trust in leadership than 
respondents who are English speaking. 
 
Further to this, the p-value for work engagement was 0.048, which is significant as p 
is less than 0.05. This indicates that there is a significant difference for language on 
the dimension of work engagement. To determine the strength of the difference, the 
Cohen’s d was calculated which indicated a small practical significance of 0.24. As 
can be seen in Table 4.40, respondents who are Afrikaans speaking in the sample 
have a higher mean score for work engagement than English speaking respondents. 
 
To summarise the above results, it was found that there are statistically and 
practically significant differences between some of the demographic groups on some 
of the constructs of this study and their respective sub-constructs. These findings 
relate to the hypotheses below.   
 
H1-1: There is a significant relationship between readiness to change and the 
demographic variables. 
 
As can be seen in the Tables within this section, the results do not point to a 
significant relationship between readiness to change and the demographic variables. 
For this reason, the researcher rejected this hypothesis.   
 
H1-1a: There is a significant relationship between the scores on the sub-
constructs of readiness to change and the demographic variables. 
 
This hypothesis was partially accepted, as Table 4.31 suggests that there is a small 
practically significant relationships between cognitive readiness to change and job 
category.  
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H1-2: There is a significant relationship between work engagement and the 
demographic variables. 
 
Work engagement has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance (Table 4.23). Table 4.40 indicates that 
there is a small significant relationship between work engagement and language. 
Further to this, Table 4.35 illustrates that there is a large significant relationship 
between work engagement regions. Based on these results, the researcher accepts 
this hypothesis.  
 
H1-2a: There is a significant relationship between the scores on the sub-
constructs of work engagement and the demographic variables. 
 
Vigour and dedication has a relationship with job categories, whereby the Cohen’s d 
suggests a medium practical significance. A small significant relationship is also 
present in the relationship between vigour and gender as well as between language 
and dedication. Furthermore, a large significant relationship is present in the 
relationship between vigour and region, specifically between the Eastern Cape, Kwa-
Zulu Natal and the Free State/Northern Cape regions. Based on these results (Table 
4.24, 4.25, 4.34, 4.39, 4.40) the researcher accepts this hypothesis. 
 
H1-3: There is a significant relationship between process of change and the 
demographic variables. 
 
Process of change has a relationship with job categories and gender, whereby the 
Cohen’s d suggests a small practical significance.  A large significant relationship is 
also present between process of change and region, specifically between the Free 
State/Northern Cape region and the Western Cape region. Based on these results 
(Table 4.30, 4.37, 4.39) the researcher accepts this hypothesis. 
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H1-3a: There is a significant relationship between the scores on the sub-
constructs of process to change and the demographic variables.  
 
Quality of change communication, participation and attitude of top management have 
relationships with job categories and gender, whereby the Cohen’s d suggests small 
to medium practical significance. A large significant relationship is present between 
attitude of top management and region, specifically between the Free State/Northern 
Cape regions and Western Cape, Southern Cape and the Eastern Cape regions. 
Based on these results (Table 4.27, 4.28, 4.29, 4.36, 4.39) the researcher accepts 
this hypothesis. 
 
H1-4: There is a significant relationship between trust in leadership and the 
demographic variables. 
 
There is a relationship between trust in leadership and region. Cohen’s d suggests a 
medium to large practical significance. A small significant relationship is present 
between trust in leadership and language. Based on these results (Table 4.33 and 
4.40) the researcher accepts this hypothesis.  
 
4.4  RELATIONSHIP BETWEEN THE CONSTRUCTS 
 
As mentioned earlier Pearson’s product-moment correlation coefficients were 
calculated to determine the relationships between all the constructs and the sub-
constructs in the present study. According Gravetter and Wallnau (2009) the 
correlations are statistically significant at 0.05 level for n = 340 if r ≥ 0.106. 
Correlations between variables are practically and statistically significant if r ≥ 0.300.
   
4.4.1  Readiness to change and work engagement  
    
Table 4.41 reflects the correlations between scores on readiness to change and 
work engagement constructs and their respective sub-constructs based on the 
results of Pearson’s product moment correlation calculation.  
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Table 4.41: Correlations between the constructs of readiness to change and work 
engagement 
 Absorption Dedication Vigour Work engagement 
Emotional Readiness .178 .281 .370 .329 
Cognitive readiness .069 .263 .260 .240 
Intentional readiness .428 .407 .461 .509 
Readiness to change .289 .397 .455 .452 
  
From Table 4.41 it is apparent that there is practically and statistically significant 
relationship between overall readiness to change and work engagement (r = 0.452).  
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs of work engagement, Table 4.41 indicates that there is a practically 
and statistically significant relationship between emotional readiness and vigour (r = 
0.370), intentional readiness and absorption (r = 0.428), intentional readiness and 
dedication (r = 0.407) as well as intentional readiness and vigour (r = 0.461). Table 
4.41 also indicates that cognitive readiness has a statistical relationship with 
dedication (r = 0.263) and vigour (r = 0.260). Absorption’s correlation with emotional 
readiness (r = 0.178) and cognitive readiness (r = 0.069) is relatively small.  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and work engagement scores, as well as their sub-
constructs. These findings relate to the hypotheses mentioned below.  
 
H1-5: There is a positive relationship between readiness to change and work 
engagement. 
 
Table 4.41 suggests that there is a practically and statistically significant relationship 
between readiness to change and work engagement. Based on these results this 
hypothesis was accepted.  
 
H1-5a:  There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs of work engagement.  
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs of work engagement, Table 4.41 indicates a practical and significant 
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relationship between emotional readiness and vigour, intentional readiness and 
absorption, dedication and vigour. Cognitive readiness has a statistical relationship 
with dedication and vigour. Absorption’s relationship with emotional readiness and 
cognitive readiness is relatively small, however, is still classified as statistically 
significant which leads the researcher to accept this hypothesis.  
  
4.4.2  Readiness to change and process of change 
 
Pearson’s product moment correlation was also used to determine if there were 
relationships between readiness to change and process of change. These results 
can be seen in Table 4.42. 
 
Table 4.42: Correlations between the constructs of readiness to change and process 
of change 
 
 
Emotional 
Readiness 
Cognitive 
readiness 
Intentional 
readiness 
Readiness 
to change 
Quality of change communication .320 .415 .217 .385 
Participation .299 .465 .267 .419 
Attitude of top management .359 .455 .336 .470 
Support by supervisors .285 .391 .197 .353 
Process of change .376 .508 .302 .482 
 
From Table 4.42, it is clear that there is a correlation of 0.482 between readiness to 
change and process of change, indicating a practically and statistically significance 
between the constructs.  Readiness to change displays practical and statistical 
significance with all the sub-constructs for process of change, namely quality of 
change communication (r = 0.385), participation (r = 0.419), attitude of top 
management (r = 0.470) and support by supervisors (r = 0.353). Process of change 
also displays practical and statistical significance with the sub-constructs for 
readiness to change.  
 
Regarding relationships between the sub-constructs of readiness to change and the 
sub-constructs for process of change, Table 4.42  indicates that there is a practically 
and statistically significant relationship between quality of change communication 
and emotional readiness (r = 0.320) as well as cognitive readiness (r = 0.415), with a 
smaller correlation with intentional readiness (r = 0.217). Participation has a 
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practically and statistically significant relationship with cognitive readiness (r = 0.465) 
and a statistical relationship with emotional readiness and intentional readiness.  
Attitude of top management has a practically and statistically significant relationship 
with all the sub-constructs of readiness to change as the correlations indicate r ≥ 
0.300 (Gravetter & Wallnau, 2009). Support by supervisors has significant 
correlations with emotional readiness (r = 0.285) and cognitive readiness (r = 0.391) 
with lower correlations with intentional readiness (r = 0.197).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings related to the below mentioned hypotheses.  
 
H1-6: There is a positive relationship between readiness to change and process 
of change. 
 
Table 4.42 indicates that there is a practically and statistically significant relationship 
between readiness to change and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-6a: There is a positive relationship between the sub-constructs of readiness 
to change and the sub-constructs for process of change. 
 
Regarding relationships between the sub-constructs of readiness to change and sub-
constructs for process of change, Table 4.42 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of readiness to change and the 
sub-constructs for process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.3  Readiness to change and trust in leadership 
 
The results of the Pearson’s product moment correlation between readiness to 
change and trust in leadership can be found in Table 4.43 below. 
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Table 4.43: Correlations between the constructs of readiness to change and trust in 
leadership 
 
 
Emotional 
Readiness 
Cognitive 
Readiness 
Intentional 
Readiness 
Readiness 
to change 
Trust in leadership .340 .492 .311 .465 
 
The correlation coefficient calculated for readiness to change and trust in leadership 
is 0.465, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical correlations with emotional 
readiness (r = 0.340), cognitive readiness (r = 0.492) and intentional readiness (r = 
0.311). These findings relate to the hypothesis below.   
 
H1-7: There is a positive relationship between readiness to change and trust in 
leadership. 
 
The relationship between readiness to change and trust in leadership is practically 
and statistically significant as illustrated in Table 4.43. Therefore this hypothesis was 
accepted.  
 
H1-7a: There is a positive relationship between the sub-constructs of readiness 
to change and trust in leadership. 
 
Table 4.43 demonstrates practically and statistically significant relationships between 
the sub-constructs of readiness to change and trust in leadership. Based on these 
results this hypothesis was accepted.  
 
4.4.4  Process of change and work engagement 
 
The results of the Pearson’s product moment correlation between process of change 
and work engagement can be found in Table 4.44 below. 
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Table 4.44: Correlations between the constructs of process to change and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Quality of change communication .153 .366 .331 .342 
Participation .122 .365 .347 .336 
Attitude of top management .209 .414 .397 .408 
Support by supervisors .176 .304 .307 .314 
Process of change .196 .427 .408 .414 
 
From Table 4.44, it is clear that there is a correlation of r = 0.414 between work 
engagement and process of change, indicating a practical and statistical significance 
between the constructs. Table 4.44 illustrates that all the sub-constructs from 
process of change, display practically and statistically significant correlations with 
work engagement.  A noticeable result observed from Table 4.44 is that all the sub-
constructs from process of change possess lower correlations with absorption, 
however these correlations are still considered as statistically significant as r ≥ 0.106 
(Gravetter & Wallnau, 2009).  
 
To summarise the above results, it was found that there are relationships between 
readiness to change scores and process of change scores, as well as their sub-
constructs. These findings relate to the hypothesis below. 
 
H1-8: There is a positive relationship between work engagement and process of 
change. 
 
Table 4.44 indicates that there is a practically and statistically significant relationship 
between work engagement and process of change. Based on these results this 
hypothesis was accepted.  
 
H1-8a: There is a positive relationship between the sub-constructs of work 
engagement and the sub-constructs of process of change. 
 
Regarding relationships between the sub-constructs of work engagement and sub-
constructs for process of change, Table 4.44 demonstrates either statistically 
significant relationships (r ≥ 0.106) or practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of work engagement and the 
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sub-constructs from process of change. Based on these results this hypothesis was 
accepted.  
 
4.4.5  Work engagement and trust in leadership 
 
The results of the Pearson’s product moment correlation between trust in leadership 
and work engagement can be found in Table 4.45 below. 
 
Table 4.45: Correlations between the constructs of trust in leadership and work 
engagement 
 Absorption Dedication Vigour Work 
engagement 
Trust in leadership .132 .384 .351 .350 
 
The correlation coefficient calculated for work engagement and trust in leadership is 
0.350, which implies that there is a positive relationship between the constructs.  
Trust in leadership demonstrates practical and statistical significance with dedication 
(r = 0.384), vigour (r = 0.351) and a lower significance, although still statistically 
significant, with absorption (r = 0.132). These findings relate to the below hypothesis.  
 
H1-9: There is a positive relationship between work engagement and trust in 
leadership. 
 
As illustrated in Table 4.45 the relationship between work engagement and trust in 
leadership is practically and statistically significant. Therefore, this hypothesis was 
accepted.  
 
H1-9a: There is a positive relationship between the sub-constructs of work 
engagement and trust in leadership. 
 
Regarding relationships between the sub-constructs of work engagement and trust in 
leadership, Table 4.45 illustrates either statistically significant relationships (r ≥ 
0.106) or practically and statistically significant relationships (r ≥ 0.300) between the 
sub-constructs of work engagement and trust in leadership. Based on these results 
this hypothesis was accepted. 
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4.4.6  Trust in leadership and process of change 
 
As can be seen in Table 4.46 the correlation coefficient calculated for process of 
change and trust in leadership is 0.743, which implies that there is a positive 
relationship between the constructs.   
 
Table 4.46: Correlations between the constructs of trust in leadership and process of 
change 
 
 
Trust in leadership 
Quality of change communication .586 
Participation .644 
Attitude of top management .632 
Support by supervisors .671 
Process of change .743 
 
Trust in leadership demonstrates practical and statistical significance with quality of 
change communication (r = 0.586), participation (r = 0.644), attitude of top 
management (r = 0.632) and support by supervisor (r = 0.671). These findings relate 
the below hypotheses.  
 
H1-10: There is a positive relationship between trust in leadership and process 
of change. 
 
Table 4.46 indicates that there is a practically and statistically significant relationship 
between trust in leadership and process of change. Therefore, this hypothesis was 
accepted.  
 
H1-10a There is a positive relationship between trust in leadership and the sub-
constructs of process of change. 
 
Table 4.46 demonstrates that there are practically and statistically significant 
relationships (r ≥ 0.300) between the sub-constructs of process of change and trust 
in leadership.  Therefore, this hypothesis was accepted.  
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4.5  STRUCTURAL EQUATION MODELLING ANALYSIS 
 
As discussed in Chapter 3, SEM is a very general statistical modelling technique, 
which is widely used in the behavioural science and can be viewed as a combination 
of factor analysis and regression analysis (Hox and Bechger, 1998).  In the current 
study SEM was utilised to evaluate the relationships among the set of variables used 
in the model proposed in this study. Based on the literature review and the 
questionnaire utilised, the researcher constructed a model which was tested by way 
of SEM.  
 
The metrics illustrated in Table 4.47 below are extracted from Schreiber et al. (2006), 
Hair et al. (2006) and D. Venter (personal communication, August 4, 2015). If the 
indices meet or exceed the metrics mentioned in Table 4.47, it will identify if there is 
an adequate data fit with the proposed model.  
 
Table 4.47: Results for SEM for proposed model (n=340) 
Indices for single fit models 
Recommended 
metrics 
Results 
Chi-square ≤ 3 1.74 
Bentler-Bonnet Normed Fit Index (NFI) ≥ .90 0.83 
Bentler Comparative Fit Index (CFI) ≥ .90 0.92 
Joreskog Adjusted GFI (AGFI) ≥ .95 0.76 
Root Mean Square Approximation (RMSEA) ≤ .08 0.047 
Akaike Information Criterion (AIC) < better 3448.443 
Brown-Crudeck Criterion (BCC) < better 3542.943 
 
For comparing models, lower scores for AIC and BCC is deemed more suitable 
(Shreiber et al., 2006; Hair et al., 2006; D. Venter, personal communication, July 1, 
2015). The RMSEA is 0.047 indicating a good model fit. The CFI was 0.92 indicating 
a conservative model fit. The Chi-square was 1.74 which is below 3.00 as 
recommended in Table 4.47. The AGFI was 0.76 which illustrates a mediocre model 
fit. NFI was 0.83 which is below the recommended 0.90 indicated in Table 4.47, 
which is not seen as a good fit.  
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Appendix D illustrates the full SEM diagram for the proposed model with 
abbreviations utilised within the AMOS package version 23 for the full SEM diagram.  
As mentioned earlier SEM was utilised to evaluate the relationships among the 
constructs and sub-constructs used in the model and hypothesised within the current 
study. The full SEM path diagram, as seen in Appendix D, depicts the relationships 
among the constructs, sub-constructs (presented as circles) and the items in the 
measurement model (presented as rectangles). Error terms (“disturbances” for latent 
variables) are included in the SEM diagram, represented by “e’s” for measured 
variables (Stoelting, 2002).  The error terms represent residual variances within 
variables not accounted for by pathways hypothesised in the model (Stoelting, 
2002).  The single headed arrows portray regression type relationships and double 
headed arrows portray covariances. The relationships between the constructs are 
discussed in the section below.  
 
4.5.3  SEM estimations 
 
The AMOS package utilised within the current study measured the estimated 
relationships between constructs in the proposed model. The purpose of the diagram 
below is to illustrate the relationships between the constructs.  
 
 
 
 
 
 
 
 
 
 
 
 
 
  * r = Covariance estimate 
** b = Standardised regression weight estimate 
 
Figure 4.1: SEM estimations (n=340)  
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The single headed blue arrows indicate dependency type relationship and the double 
headed blue arrows indicate a covariance. Figure 4.1 illustrates three dependency 
type relationships with readiness to change and three covariances among process of 
change, trust in leadership and work engagement. The regression weights and 
covariances are reported as estimates, because the AMOS programme estimates 
these values based on the sample data (D. Venter, personal communication, August 
4, 2015).  All the estimates illustrated in the Figure 4.1 are significant (p < 0.05) 
which implies causality due to the fact that SEM was utilised.  The weight of the 
regression of trust in leadership on readiness to change does not display 
significance. However, the latter does indicate a reportable result (D. Venter, 
personal communication, August 4, 2015). Whilst a larger sample will most likely 
confirm that the trust in leadership on readiness to change regression weight is 
actually significant, the sample size of the current study is viewed acceptable for 
exploratory purposes (Osborne & Costello, 2004; D. Venter, personal 
communication, August 8, 2015).  
As illustrated in Figure 4.1, the single-headed arrows suggest that process of change 
and work engagement significantly influence readiness to change (p < 0.0005). The 
dual-headed arrows suggest that process of change and work engagement is 
significantly correlated (p < 0.0005), suggesting that employees with high levels of 
work engagement will perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands. Figure 4.1 further illustrates 
that process of change and trust in leadership are significantly correlated (p < 
0.0005), suggesting that if trust in leadership exist, processes of change will be 
perceived more favourably. A correlation is also apparent between work engagement 
and trust in leadership (p < 0.0005), suggesting that work engagement could create 
enhanced trust in leadership and vice versa.  
The results from SEM imply that the data supports the hypotheses implied by the 
proposed model in that process of change and work engagement influence 
readiness to change. However, the relationship between trust in leadership and 
readiness to change is not statistically significant (p > 0.05). 
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4.6  SUMMARY OF THE HYPOTHESES TESTING 
Table 4.48 below illustrates the set alternative hypotheses for the current study and 
the results of each hypothesis.  
 
Table 4.48:  Summary of hypotheses 
Hypotheses Result 
H1-1   
There is a relationship between readiness to change 
and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores 
on the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
Accepted 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. Accepted 
H1-2a 
There is a significant relationship between the scores 
on the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub- Accepted 
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constructs of process of change. 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
4.7 CONCLUSION 
In conclusion this chapter summarised the main findings of the current research 
study. Descriptive statistics regarding the questionnaire items were discussed. The 
relationship between the demographic variable, constructs and sub-constructs were 
summarised. Further to this the relationships between the various constructs were 
discussed. The SEM results were also discussed to identify model fit with the data. 
Lastly, from the findings, the hypotheses were accepted or rejected. The next 
chapter will discuss the results in line with the relevant literature.  
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CHAPTER 5 
DISCUSSION OF RESULTS 
 
5.1  INTRODUCTION 
 
The rationale for this study was to investigate the relationship between readiness to 
change and work engagement within a mid-tier accounting firm. The previous 
chapter presented results obtained from the research questionnaire. The current 
chapter will discuss the results and relate the results to relevant theory discussed in 
the literature review. The researcher anticipates that the discussion within this 
chapter will provide more understanding and clarity regarding the results obtained. 
This chapter will also examine the research limitations of the current study as well as 
recommendations to the organisation and to researchers for future research.    
 
5.2  QUESTIONNAIRE RESULTS 
 
Inferential and descriptive statistics were utilised to analyse the results and to reject 
or accept the research hypotheses which were illustrated in the previous chapter. 
The results obtained from the questionnaire presented interesting findings and will 
be discussed in the sections below.  
 
5.2.1  Work engagement 
 
Respondents at the mid-tier accounting firm have high levels of work engagement. 
When employees are engaged they are able to deal with job demands more 
effectively. This implies that most of the respondents are energetic about their work, 
feel connected to their work, and are better able to deal with job demands. The 
success of a change initiative is when organisations maintain work engagement 
levels of employees during organisational change. It is important for change agents 
to consider work engagement as an integral part of the change process; that is, 
before, during and after change has taken place (Bhola, 2010).  Organisational 
changes that are a result of mergers, acquisitions, downsizing and restructuring 
leads to increased pressure on employees to work longer hours, take on greater 
responsibility and become more tolerable towards continuous change and ambiguity 
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(Burnes, 2005).  Therefore, it is essential to maintain work engagement levels of 
employees.  
 
The results from the present study further suggest that respondents have high levels 
of absorption. This implies that they are immersed in their work and find it difficult to 
detach from work to the extent that time passes by quickly. There are several 
researchers that view absorption as a profound involvement with an activity, so much 
so that little else seems to matter (Gonzalez-Roma et al., 2006;  Langelaan, Bakker, 
Schaufeli & Van Doornen, 2006). 
 
Further to this the respondents have high levels of dedication. This suggests that 
they are enthusiastic about their work and find it meaningful as well as challenging.  
According to Schaufeli and Bakker (2003) dedicated individuals identify with their 
work because they experience it as meaningful. The respondents within the mid-tier 
accounting firm also display high levels of vigour suggesting that they have high 
energy, passion and fortitude when working.  According to Schaufeli et al. (2002) 
vigour is characterised by energy, mental resilience, the willingness to invest one’s 
effort, and persistence. 
 
5.2.2  Process of change 
 
This construct was measured by quality of change communication, participation, 
attitude of top management towards change and support by supervisors. Process 
factors of change interventions refer to the conditions facilitating or inhibiting success 
of change (Bouckenooghe et al., 2009). 
 
In terms of quality of change communication the results suggest that respondents 
perceive communication during a change process to be unclear and possibly 
irregular. Results revealed that departments are uniformed regarding change. 
Furthermore, respondents perceived two-way communication as unsatisfactory 
between departments and management teams during change processes. The 
participation sub-construct reveals many impartial responses suggesting that 
respondents possibly are not fully aware of any consultation during change or they 
are uncertain that their remarks are taken into account during a change process.   
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Respondents perceive that management has a positive vision for the future and that 
they are actively involved in the change process. In addition, respondents perceive 
that management pays attention to personal consequences that change initiatives 
could have on employees. Respondents furnished impartial results regarding 
whether managers coach employees during change, this could suggest that they are 
possibly unaware of managers coaching employees during change processes. 
Respondents also perceive that their managers do not have trouble adapting their 
leadership styles during change and will assist the employees in finding solutions to 
problems when the firm is undergoing change. 
 
The overall results from the process of change construct suggest that there is room 
for improvement when it comes to the processes of change within the mid-tier 
accounting firm. The latter is due to the fact that this construct indicated possible 
uncertainty with regards to processes around change implementation. 
 
5.2.3  Trust in leadership 
 
The results from this construct suggest that the mid-tier accounting firm will need to 
be more transparent with leadership activities surrounding change as results indicate 
that there is uncertainty surrounding certain leadership aspects, such as consistent 
implementation of policies or promises made during change.  Although there are a 
percentage of respondents who perceive that trust in leadership exists, the overall 
score from this construct indicates that there is also room for improvement when it 
comes to trust in leadership for the mid-tier accounting firm. It would possibly be 
easier for employees to go along an uncertain pathway of change when they trust 
their leaders who are guiding the change initiatives. 
 
Because change involves deviation and a certain amount of risk-taking, employees 
would most likely avoid change behaviours unless they operated in a situation in 
which they felt secure (Tierney, 1999). Therefore, trust in leadership during change 
processes is essential. In organisations where trust in top management exists, and 
where change projects have been implemented successfully in the past, 
organisational members are more likely to develop positive attitudes toward new 
changes (Bouckenooghe et al., 2009). 
136 
 
5.2.4  Readiness to change 
 
The results from the current study suggest that the respondents within the mid-tier 
accounting firm have high levels of readiness to change. This implies that they 
support and have positive attitudes towards change that occurs within the firm or 
their departments.  One of the basic reasons for the failure of change interventions is 
related to negative employee attitudes toward change (Clegg & Walsh, 2004).  
Readiness to change is the cognitive state that affects employee behaviours toward 
the change process as either resisting or supporting it (Armenakis et al., 1993).  
 
The results further indicate that the respondents have high levels of emotional 
readiness to change. This implies that the respondents within the mid-tier accounting 
firm have positive feelings about change processes, perceive change as refreshing 
and are willing to adapt to changes that occur in their workplace (Oreg, 2006).  
From the results it was also evident that the respondents have high levels of 
cognitive readiness to change. This implies that respondents perceive change 
positively and that change will improve and simplify their work (Oreg, 2006; 
Bouckenooghe et al., 2009).  Respondents within the mid-tier accounting firm also 
have high levels of intentional readiness which, according to Bouckenooghe et al. 
(2009), implies that they are willing to put energy into the change process. 
Emotional involvement, cognitive commitment and intention to change reflect three 
different manifestations of an individual’s evaluation of the change situation 
(McGuire, 1985). 
 
5.3  DIFFERENCES AMONGST DEMOGRAPHIC VARIABLES 
 
The results obtained from the questionnaire highlighted some differences amongst 
the demographic variables from the sample. These differences are highlighted by the 
mean scores of each construct and sub-construct. These constructs will be 
discussed separately in the section below.  
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5.3.1  Readiness to change 
 
The first set of hypotheses focused on determining the significant relationship 
between readiness to change, including the sub-constructs, and the demographic 
variables from the present study. Within the current study results did not indicate any 
significant relationship between readiness to change and the demographic variables. 
This contradicts findings presented by Hanpachern (1997) whereby it was indicated 
that there is a significant relationship between readiness to change and position 
within an organisation. However, the result from the present study concurs with 
Cunningham et al. (2002), and Weber and Weber (2001) in that readiness to change 
is not related to gender and age. 
 
The results did however identify a practical significance between job category and 
cognitive readiness which is one of the sub-constructs of readiness to change. 
Trainee accountants and top management have higher mean scores in terms of 
cognitive readiness than middle management and administrative staff. This suggests 
that trainee accountants and top management hold more positive beliefs and 
thoughts about changes that occur within the firm than middle management and 
administrative staff. These results could be due to the fact that trainee accountants 
are younger and more flexible and top management have greater control over 
change and are able to influence the changes that take place.  
 
Administrative staff are generally permanent employees that have been employed 
for longer periods of time than trainee accountants. Therefore, they might be less 
adaptable and in favour of change. To some extent middle management generally 
has to deal with staff who have less positive views about change and who struggle 
with adapting to it, which could ultimately affect middle management’s perceptions 
about change processes. The latter could possibly attribute to the fact that middle 
management have lower levels of readiness to change than top management and 
trainee accountants. 
 
 
 
138 
 
H1-1   
There is a significant relationship between readiness to 
change and demographic variables. 
Rejected 
H1-1a  
There is a significant relationship between the scores on 
the sub-constructs of readiness to change and the 
demographic variables. 
Partially 
accepted 
 
5.3.2  Work engagement 
 
Another set of research hypotheses from the current study was to determine whether 
there is a significant relationship between work engagement, including the sub-
constructs, and the demographic variables.  
 
The current study reveals that there is a significant difference between respondents 
aged 20–29 years and those aged 30–39 years in terms of absorption. There is a 
further significant difference between respondents aged 20-29 and those aged 50+ 
years in terms of absorption. This implies that the older respondents are more 
engrossed in their work and time passes by quicker for them when they work than it 
does for the younger respondents. This result concurs with a study conducted by 
Bezuidenhout and Cilliers (2011) which identified correlations between age and two 
of the work engagement sub-constructs, namely vigour and absorption.  
 
Further results from the present study reveal that older respondents are more 
engaged than younger respondents suggesting that older respondents feel more 
connected to their work and better able to cope with job demands. This could be 
because the older respondents generally have been at the firm for a longer period of 
time than the younger respondents and are also familiar with the firm’s job demands, 
policies and procedures. The latter result concurs with a study conducted by Jaupi 
and Llaci (2015) whereby they indicated that respondents aged 50-59 years 
displayed high levels of work engagement.  
 
The results from the current study revealed that there is a significant difference 
between the job categories of top management, administrative staff and trainee 
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accountants in terms of work engagement, with top management presenting higher 
mean scores than trainee accountants and administrative staff. These results 
suggest that top management have higher levels of work engagement than trainee 
accountants and administrative staff. This implies that top management are more 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands than trainee accountants and administrative staff.   
 
Trainee accountants seldom remain at a firm after articles due to the firm’s capacity 
and budget to employ them on as senior auditors. Therefore, trainee accountants will 
do what they need to during their articles in order to get by which attributes to the 
notion that they are less engaged than top management. Top management will 
generally gain more from being engaged as they will strive to invest more time and 
energy into the business, such as focussing on business development, which will 
ultimately lead to increased profit sharing. The latter result concurs with the result 
implying that older respondents are more engaged than younger respondents. 
Trainee accountants are generally younger than top management within an 
accounting firm as trainee accountants typically start their articles directly after 
completing their studies at university.  
 
The mean score for administrative staff indicate high levels of work engagement, 
however, their engagement levels are significantly lower than top management. This 
could be because administrative staff are generally a support function and not fee 
producing staff members.  Therefore, administrative staff will most likely be able to 
detach themselves easier from their work than top management as they are not in 
charge of how the business operates and are merely a support function.  
 
The results from the present study reveal a significant difference for gender with 
regards to vigour. Male respondents indicated higher levels of vigour than female 
respondents. This suggests that male respondents have higher levels of energy and 
mental resilience while working than female respondents. The latter result 
contradicts findings presented by Schaufeli et al. (2006) where it was identified that 
women had higher vigour scores than men.  
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Further results reveal that male respondents display higher levels of work 
engagement than female respondents. This implies that male respondents are better 
able to cope with job demands and feel more connected and energetic about their 
work. The latter result concurs with Banihani, Lewis, and Syed (2013) in that it is 
easier for men to demonstrate work engagement than for women.  
 
The results from the present study identify that Afrikaans speaking respondents have 
higher levels of work engagement than the English speaking respondents which 
implies that Afrikaans speaking respondents feel more connected to their work and 
better able to cope with job demands. The latter result is in conjunction with a study 
conducted by Bell and Barkhuizen (2011) where it was revealed that employees with 
Afrikaans as their home language reported higher levels of vigour, dedication and 
absorption than did employees with English as their home language.  
 
A significant difference is evident between Afrikaans and English speaking 
respondents in terms of dedication. Afrikaans speaking respondents have a slightly 
higher mean score for dedication than respondents who are English speaking. This 
suggests that Afrikaans speaking respondents identify more with their work and 
experience their work as more meaningful than English speaking respondents.  
 
The results from the study reveal that there is a large practical significance between 
Kwa-Zulu Natal and the Free State/Northern Cape region in terms of work 
engagement.  The respondents from the Free State/Northern Cape region have a 
much higher mean score than respondents from Kwa-Zulu Natal in terms of work 
engagement. This implies that respondents from the Free State/Northern Cape 
region have more energy when working, are better connected to their work and are 
better able to cope with job demands. As mentioned before, the offices within the 
Free State/Northern Cape region are much smaller than the other offices included 
within this study. Therefore, the working environment could possibly be different in a 
smaller office than a bigger office in terms of work pressure, individual work load, 
channels of communication, type of clients and amount of clients that need to be 
attended to. In a smaller office some employees would deal directly with clients, 
whereby in a larger office top management generally deal with the clients. Therefore, 
employees in smaller offices would generally feel more connected to their work.  
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Further to this, significant differences between respondents from the Eastern Cape 
region and Free State/Northern Cape region in terms of vigour were highlighted. The 
respondents from the Free State/Northern Cape region have a much higher mean 
score than respondents from the Eastern Cape region in terms of vigour. This 
implies that respondents from the Free State/Northern Cape region have higher 
levels of energy and mental resilience while working than respondents from the 
Eastern Cape region. The staff headcount within the Free State/Northern Cape 
region is much smaller than the staff headcount in the other regions which could 
attribute to this result.  
 
H1-2  
There is a significant relationship between work 
engagement and the demographic variables. 
Accepted 
H1-2a 
There is a significant relationship between the scores on 
the sub-constructs of work engagement and the 
demographic variables. 
Accepted 
 
5.3.3  Process of change 
 
The results from the current study indicate that there is a practically significant 
relationship between job category and the process of change construct and sub-
constructs namely participation, quality of change communication and attitude of top 
management.  
 
The results illustrate that there is a significant difference between trainee 
accountants, middle management and administrative respondents in terms of quality 
of change communication. Trainee accountants have a higher mean score than 
middle management and administrative staff for this sub-construct. This suggests 
that trainee accountants perceive the quality of change communication to be more 
satisfactory than middle management and administrative staff. Trainee accountants 
are generally on fixed-term employment contracts due to their articles. Therefore, 
they may not be as concerned about the changes because it might not affect them 
for a long period of time. Administrative staff and middle management require more 
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communication regarding change processes and implementation than trainee 
accountants. Administrative staff and middle management are generally permanent 
employees and would be more affected by change within the firm, therefore they 
would prefer clearer and sufficient communication regarding changes within the firm.  
 
The results further indicate that there is a significant difference between the job 
categories of top management and administrative respondents in terms of the sub-
construct of participation. Top management have a higher mean score than 
administrative respondents. This suggests that top management are more aware of 
decisions taken during change. They are more involved in consultation regarding 
change and in general top management are more involved in aspects regarding 
organisational change projects. Within the mid-tier accounting firm under scrutiny top 
management are the key drivers of change implementation.  
 
There is a significant difference between the job categories of trainee accountant 
and administrative respondents in terms of attitude of top management. Trainee 
accountants have a slightly higher mean score than administrative staff for attitude of 
top management, suggesting that they perceive the attitude of top management 
during change processes more satisfactorily than administrative respondents.  
 
The current study’s results reveal that there is a significant difference between 
trainee accountants and administrative respondents in terms of process of change. 
Trainee accountants present a higher mean score for process of change than 
administration respondents suggesting that trainee accountants are more satisfied 
with the change processes than administrative respondents. This could, once again, 
be attributed to the fact that trainee accountants are on fixed-term employment 
contracts and are not that concerned about the attitude of top management during 
change. Whereas administrative staff would generally be more aware and concerned  
about the attitude of top management during change.  
 
The results from the current study present that the Free State/Northern Cape region 
and Western Cape region illustrate a significant difference in terms of the process of 
change construct with the Free State/Northern Cape region presenting a higher 
mean score. This suggests that the Free State/Northern Cape region is more 
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satisfied with the change processes than the Western Cape region.  The latter 
results could be because the Free State/Northern Cape region has smaller offices 
and generally communication regarding change would filter through departments 
easily. Further to this, the results indicate that there is a significant difference 
between the Free State/Northern Cape, Western Cape, Eastern Cape and Gauteng 
regions with regards to attitude of top management. The Free State/Northern Cape 
region has a relatively higher mean score than the Western Cape, Eastern Cape and 
Gauteng regions with regards to attitude for top management. This suggests that the 
Free State/Northern Cape region perceives the attitude of top management during 
change processes more positively than the other regions. As mentioned earlier, the 
latter result could be attributed to the fact that the Free State/Northern Cape region 
has smaller offices. Thus, employees are better able to comprehend and experience 
the top managements’ positive vision for the future and how they support the change 
processes unconditionally.  
 
In a study conducted by Harp (2011) it was found that there were no statistically 
significant differences between males and females in their overall assessment of 
effective change communication. The latter contradicts the current study’s results 
whereby a significant difference was identified for gender on the sub-constructs of 
quality of change communication, participation and attitude of top management. The 
male respondents have slightly higher mean scores than the female respondents 
with regards to quality of change communication, participation and attitude of top 
management. This implies that male respondents perceive quality of change 
communication, participation during change processes and the attitude of top 
management to be more satisfactory than female respondents.  
 
H1-3 
There is a significant relationship between process of 
change and the demographic variables. 
Accepted 
H1-3a 
There is a significant relationship between the scores 
on the sub-constructs of process to change and the 
demographic variables. 
Accepted 
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5.3.4  Trust in leadership 
 
The results indicate that there is a significant difference between the Free 
State/Northern Cape, Western Cape, Eastern Cape and Gauteng regions concerning 
the trust in leadership construct. The Free State/Northern Cape region has a 
relatively higher mean score than the Western Cape, Eastern Cape and Gauteng 
regions concerning this construct. This suggests that the respondents from the Free 
State/Northern Cape region have more trust in leadership with regards to change 
projects. The latter results could once again attribute to the size of the offices within 
this region.  Respondents within these offices are more likely to see that the leaders 
are consistent with policy implementations as there is less distance between top 
management and employees thereby enhancing the trust relationship. In 
organisations where trust in top management exists, and where change projects 
have been implemented successfully in the past, organisational members are more 
likely to develop positive attitudes toward new changes (Bouckenooghe et al., 2009). 
 
Furthermore, the results indicate that there is a significant difference for language on 
the trust in leadership construct. Respondents who are Afrikaans speaking in the 
sample have a higher mean score for trust in leadership than respondents who are 
English speaking. This implies that Afrikaans speaking respondents have more trust 
in leadership than English speaking respondents.  
 
H1-4  
There is a significant relationship between trust in 
leadership and the demographic variables. Accepted 
 
 
5.4  RELATIONSHIPS BETWEEN THE CONSTRUCTS 
 
The relationships between the constructs were measured by examining the results 
from the Pearson Product moment correlations. To further examine these 
relationships, the proposed model was also tested by way of SEM.  
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5.4.1  Readiness to change and work engagement 
 
The current study found that there is a relationship between readiness to change and 
work engagement. The latter concurs with studies conducted by Mangundjaya 
(2012), Prasad (2014) and Hung et al. (2013) where it was revealed that work 
engagement is positively related with readiness to change. This suggests that 
employees who support change are generally energetic about their work, feel 
connected to their work, and are better able to deal with job demands. 
 
The results from the current study further identified that there is a practically and 
statistically significant relationship between emotional readiness and vigour which 
implies that employees who perceive change positively and as refreshing, are 
generally more energetic at work and mentally resilient. The results further identify 
practical and statistical relationships between intentional readiness and all the sub-
constructs of work engagement. The latter implies that respondents who contribute 
and devote themselves to a change process generally feel enthusiastic about their 
work, proud of the work they do and are immersed in their work so much so that time 
passes by quickly.  
 
H1-5 
There is a significant relationship between readiness to 
change and work engagement. Accepted 
H1-5a   
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of work engagement. 
Accepted 
 
5.4.2  Readiness to change and process of change 
 
The current study found that there is a significant relationship between readiness to 
change and process of change. This suggests that when change is not resisted but 
supported, generally employees will perceive change processes positively within the 
organisation.    
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Results from the current study also reveal a relationship between quality of change 
communication and all sub-constructs of readiness to change. This suggests that 
change communication will generally assist with overall support for change.  
According to Ranta (2011) change communication was found to be an important 
factor in facilitating readiness to change. Ranta (2011) explains that this finding has 
practical significance in that communication should be considered critical in 
facilitating readiness to change. In a study conducted by McKay, Kuntz and Näswall 
(2013) it was indicated that the perceived adequacy of change related 
communication was associated with participants’ readiness to change. 
 
The current study reveals that there is a relationship between participation and 
cognitive readiness, suggesting that involving and consulting with employees during 
change will generally improve employees’ perceptions about change processes.  
Jimmieson et al. (2008) specified that participation in change implementation 
processes has been commended for its positive impact on change readiness and 
potential to decrease resistance.  
 
The results from the present study indicate that there is a relationship between 
attitude of top management and support by supervisors with all the sub-constructs of 
readiness to change. The latter implies that the attitude of top management and 
support by supervisors during change processes and implementation will assist in 
creating overall support for change amongst employees within the organisation.  This 
result concurs with the outcomes of a study conducted by Brummelhuis (2012) 
whereby it was noted that leadership and quality of communication are positively 
related to readiness to change.  
 
H1-6  
There is a significant relationship between readiness to 
change and process of change. Accepted 
H1-6a 
There is a significant relationship between the sub-
constructs of readiness to change and the sub-
constructs of process of change. 
Accepted 
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5.4.3  Readiness to change and trust in leadership 
 
The results from the study indicate that there is a significant relationship between 
readiness to change and trust in leadership. This suggests that employees who 
support change will generally have trust in leadership during organisational change. 
This outcome is similar to findings from a study conducted by Zayin (2010) indicating 
that perceived trust in colleagues, leadership, and in clients are all correlated with 
perceived organisational trust, and contributed significantly in readiness to change 
(Zayim, 2010).  Further to this, Myungweon (2011) mentioned that certain aspects of 
leadership, such as employees’ trust in executive management, effective leadership 
practices, and the quality of employee and manager relationships, also influence 
readiness to change. 
 
The results from the current study also reveal that there is a relationship between the 
sub-constructs of readiness to change and trust in leadership. This suggests that 
when employees are prepared to put their energy into the change process, hold 
positive beliefs about change and find change refreshing, will generally have trust in 
leadership during organisational change.  
 
H1-7 
There is a significant relationship between readiness to 
change and trust in leadership. Accepted 
H1-7a 
There is a significant relationship between the sub-
constructs of readiness to change and trust in 
leadership. 
Accepted 
 
5.4.4  Work engagement and process of change 
 
The results from the current study revealed that there is a clear correlation between 
work engagement and process of change.  This implies that respondents who are 
energetic about their work, feel more connected to their work, and are better able to 
deal with job demands, will generally perceive processes of change in a positive 
light.   
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Further to this, all the sub-constructs from work engagement display practical and 
statistical significant correlations with process of change and sub-constructs of work 
engagement. This suggests that when respondents are immersed in their work, 
enthusiastic about their work, find their work meaningful and challenging as well as  
have passion and fortitude when working, they will generally perceive the quality of 
change communication, participation in decision making, attitude of top management 
and support by supervisors during change initiatives as positive aspects during 
change implementation.  According to a research paper presented by Change First 
(2013) one of the major influencing factors in work engagement is the degree to 
which people see the organisation successfully implementing change i.e. the 
processes of change.  
 
H1-8 
There is a significant relationship between work 
engagement and process of change. Accepted 
H1-8a 
There is a significant relationship between the sub-
constructs of work engagement and the sub-constructs 
of process of change. 
Accepted 
 
 
5.4.5  Work engagement and trust in leadership 
 
The results from the present study present a significant relationship between work 
engagement and trust in leadership, suggesting that when employees trust 
leadership they generally are more engaged. The latter results concur with results 
presented by Engelbrecht, Heine and Mahembe (2014) indicating that there is a 
positive relationship between trust in leadership and work engagement. Further to 
this, Bargagliotti (2011) concluded that trust in leadership is an antecedent of work 
engagement. Hassan and Ahamed (2011) indicated that the relationship between 
trust and work engagement is mutually reinforcing and leads to an upward spiral 
effect. According to Dirks and Ferrin (2002) an increase in trust is a direct or indirect 
result of positive workplace behaviours and attitudes like organisational commitment 
and employees’ work engagement.  
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The current study further indicates that trust in leadership demonstrates significant 
correlations with dedication, vigour and absorption. This suggests that when 
employees trust leadership they typically will be more enthusiastic and immersed in 
their work, find their work meaningful and challenging as well as have passion and 
fortitude when working. 
 
H1-9 
There is a significant relationship between work 
engagement and trust in leadership. Accepted 
H1-9a 
There is a significant relationship between the sub-
constructs of work engagement and trust in leadership. Accepted 
 
5.4.6  Process of change and trust in leadership 
 
According to the current study trust in leadership is significantly related to process of 
change and its sub-constructs, namely quality of change communication, 
participation, attitude of top management and support by supervisor. When trust in 
leadership exists the processes of change will be received more positively. 
Employees who perceive processes of change positively are usually those who have 
trust in leadership. Good processes of change implementation could also improve 
trust in leadership. The researcher could not ascertain any results from previous 
studies to support these findings. 
 
H1-10 
There is a relationship between process of change and 
trust in leadership. Accepted 
H1-10a 
There is a significant relationship between the sub-
constructs of process of change and trust in leadership. Accepted 
 
5.4.7  SEM findings 
 
To support the findings from Pearson Product moment correlations the proposed 
model was tested by way of SEM.  
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The SEM results illustrate that work engagement and process of change influences 
readiness to change. This suggests that employees who are engaged in their work 
will be less resistant towards change; thus improving work engagement levels of 
employees will lead to them supporting change initiatives. Furthermore, adequate 
change processes will contribute in generating support for change processes 
amongst employees thereby reducing resistance to change.  
 
The SEM results further reveal that process of change and work engagement are 
significantly correlated, suggesting that employees with high levels of work 
engagement will generally perceive change processes positively. This is because 
engaged employees will be able to deal with job demands more effectively, 
specifically if change processes increase job demands.  
 
Process of change and trust in leadership are also significantly correlated as 
indicated from the SEM results. As mentioned before, this suggests that when 
processes of change are perceived positively employees will generally have trust in 
leadership. Further to this, when there is trust in leadership employees will generally 
perceive the change processes more positively.  
 
The SEM results further reveal that there is a significant correlation between work 
engagement and trust in leadership which implies that work engagement will 
generally enhance trust in leadership and vice versa.  
 
5.5  LIMITATIONS 
 
To ensure that all perspectives of the research are examined it is essential to 
discuss any possible limitations surrounding the study. The researcher was mindful 
of the potential limitations with regards to utilising the measuring instrument. The 
combined scale length and time taken to complete the questionnaire could possibly 
have influenced the response rate and this was discussed in Chapter 3 (section 3.3).  
 
Further to this, the measuring instrument was not administered before the changes 
were implemented, as recommended by Bouckenooghe et al. (2009). The instrument 
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was only administered during change implementation. Therefore, the researcher was 
not able to compare the respondents’ readiness to change and work engagement 
before and after the changes have taken place within the current study.  
 
The response rate for this study was lower than anticipated. Although the responses 
received where good enough to produce adequate results for the current study, a 
larger response rate would increase generalisability of the finding.  Further to this, 
due to a low response rate, there was not a representative sample for all the relevant 
race groups therefore analysis was not feasible.  
 
The researcher was aware of any systematic and random errors that could have 
influenced the results. Therefore, a limitation for the current study was that 
respondents work in a time and fee driven work environment. Consequently, time 
constraints and work pressure could potentially have influenced the response rates. 
An advantage of utilising an electronic questionnaire is that the respondents could 
have completed the questionnaire at home or in their own time.  
 
Trust in leadership was only measured by three items as referred to in the research 
methodology. The researcher was aware that this could possibly influence the 
results for this construct. However, the results from this construct were still 
considered to be valuable and introduced an area for improvement in potential future 
research.  
 
An awareness of the limitations from the current study could potentially assist any 
future research on this topic to design their own study with the current limitations in 
mind. Despite the limitations, the results still demonstrated the relationships between 
readiness to change and work engagement. 
 
5.6  RECOMMENDATIONS FOR THE MID-TIER ACCOUNTING FIRM 
 
Based on the results of the current study, a number of recommendations are 
presented for the mid-tier accounting firm.  
 
152 
 
The results indicate that there are high levels of work engagement and readiness to 
change. Further to this, the results indicate that there is a relationship between work 
engagement and readiness to change. Therefore, a recommendation for the mid-tier 
accounting firm is to nurture the existing work engagement of the employees. There 
are various initiatives that could be implemented to nurture work engagement. 
However, based on the context of this study work engagement could be nurtured by 
way of quality change communication, enhancing trust in leadership, focusing on 
participation of employees around change initiatives to generate buy-in and ensuring 
that top management have positive attitudes about change initiatives and processes.  
Being a part of changes that constantly fail or are only partially implemented, 
demotivates employees and drains their energy, focus and excitement for new 
changes (Change First, 2013).  
Further to this, where the results indicated differences amongst demographic 
variables with regards to work engagement, readiness to change, process of change 
and trust in leadership, focus groups can be organised to determine why the 
differences exist.  
Another recommendation for the mid-tier accounting firm is to encourage readiness 
to change even though the results present high levels of such readiness. Readiness 
to change can be created by working through the steps for creating readiness and 
change implementation as discussed in Chapter 3 (Table 2.4).  
The results from this study also reveal that there is room for improvement when it 
comes to the processes of change. It is important for the mid-tier accounting firm to 
focus on the human element of change as this is crucial to the successful 
implementation thereof. The latter is an aspect generally overlooked. The ability to 
openly voice concerns and share ideas and information will result in the crucial 
understanding of, and commitment to change (Bovey & Hede, 2001).  The results 
also revealed that the mid-tier accounting firm will need to be more transparent with 
leadership activities surrounding change as the results indicate that there is 
uncertainty surrounding some leadership aspects, such as consistent 
implementation of policies or promises made during change. Transparency can be 
increased by open and honest communication.  
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The mid-tier accounting firm, with the help of the Human Resources Department, 
needs to explain past failures fully and align procedures and policies appropriately 
before initiating new change initiatives. The mid-tier accounting firm can foster 
perceptions of support, participation, and trust among employees by encouraging 
open and honest communication. 
 
5.7  RECOMMENDATIONS FOR FUTURE RESEARCH 
 
It would be advisable to further scrutinise the concept of trust in leadership as a lack 
of trust in leadership can be a consequence of ineffective communication within an 
organisation (Lamm, Gordon, & Purser, 2010).  This can be done by incorporating a 
larger trust scale into the present study’s questionnaire. Alternatively, trust in 
leadership could be measured as a separate construct.  
 
Within the current study the measuring instrument was not administered before 
change, therefore the researcher was not able to compare the respondents 
readiness to change and work engagement before and after the changes had taken 
place. Another recommendation for future research would be to administer the 
research questionnaire utilised within the present study before and after a change 
initiative takes place, so as to determine if the change process influenced work 
engagement or to assess the employees’ level of readiness to change.  
 
The SEM results indicated a mediocre model fit with the data, therefore it would be 
beneficial to attempt on improving the model fit.   Potentially testing this model with 
other samples and in other industries may be beneficial. 
 
The present study did not measure the tenure of the respondents. The results from 
the present study reveal that there were significant differences between trainee 
accountants and the other job categories in terms of levels of work engagement, 
readiness to change and process of change. Trainee accountants are normally on 
fixed-term employment contracts and have not been employed within the mid-tier 
accounting firm as long as the other respondents. This could possibly be one of the 
reasons why there are differences amongst these job categories. Therefore, it would 
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be beneficial to measure the tenure of the respondents when determining the 
relationship between readiness to change and work engagement within an 
accounting firm. 
 
5.8  CONCLUSION AND CONTRIBUTION OF THE CURRENT STUDY 
 
The primary aim of this study was to contribute to the body of knowledge on 
readiness to change and work engagement. This was achieved by investigating the 
relationship between readiness to change and work engagement within a mid-tier 
accounting firm. As far as it could be ascertained these two constructs have not been 
included in a single study in South Africa, as yet. The contribution of this study is that 
it has provided new insights into the relationships between readiness to change and 
work engagement in a South African context.  
 
By understanding the relationships between readiness to change and work 
engagement the mid-tier accounting firm will receive valuable information on how the 
integration/change processes impacted the employees and top management within 
the firm and how to approach future integration/change procedures.  From the 
results of the study it was implied that high levels of work engagement will generate 
high levels of readiness to change. Engaged employees are better able to cope with 
job demands during change processes which ultimately will impact whether change 
implementation is successful.  
Further to this, the secondary objectives of the study were to confirm any possible 
relationships between the demographic variables and constructs within the study. 
These objectives were also achieved. As this study was conducted within an 
accounting firm, a further contribution of the study could be that the research can be 
conducted in other accounting firms undergoing a change process – as the results 
from this study highlighted the importance of work engagement, process of change 
and readiness to change.  In conclusion, an employee’s work engagement and an 
organisation’s processes of change, such as quality of change communication, 
participation during change, attitude of top management towards change, support by 
supervisors and trust in leadership, influences the employees’ readiness to change. 
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Therefore, the latter elements are crucial for successful change implementation 
within an organisation.   
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APPENDIX A 
 
ATTENTION:  Partners and Human Resources 
 
PhD (Industrial Psychology) research consent 
 
Topic:  
 
The relationship between readiness to change and work engagement within a Mid-
Tier Accounting firm undergoing change processes within South Africa.  
 
Motivation for conducting this study:  
 
• Factors such as globalisation, reduced technology cycles, shifting 
demographics, changing customer demands and worker expectations, 
international economic trends and international competition are some of the 
generic forces driving change in South African organisations. 
• For a change process to be implemented successfully there needs to be a 
level of readiness to change. When readiness to change exists, the 
organisation is primed to embrace change and resistance is reduced. 
• The motivation for this study is based on the notions that organisations need 
to determine the change readiness of its members before embarking on 
change processes as this could lead to the success or failure of planned 
change. 
• This study wishes to explore the relationship between change readiness and 
work engagement during a change process within an organisation.  
• All dimensions of work engagement will influence readiness to change.  
• Work engagement is viewed as a workplace approach designed to ensure 
that employees are committed to the organisation’s goals and values, 
motivated to contribute to organisational success and at the same time to 
enhance their own sense of well-being. 
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• Work engagement is the degree to which people commit to an organisation 
and the impact that commitment has on how profoundly they perform and 
their length of tenure. 
• It is believed that the higher the work engagement, the higher the readiness to 
change will be. 
 
What value will the Firm receive from this research? 
1. It will reveal the employees’ readiness to change they have / had during the 
integration processes.  
2. It will identify how to approach change implementation in the future.  
3. It will identify the employees’ level of work engagement. This will assist with 
research that National HR wanted to undertake with regards to the employee 
engagement project.  
4. It will reveal how employees at different levels in the organisation perceived / 
perceive the changes.  
5. It will reveal various change models within the literature which can be used for 
future change implementation.  
6. It will identify the level of trust employees have in top management. 
7. It will reveal if there were communication problems within the process, which 
we can use to improve future change implementation strategies.  
8. It will identify if current process used for change implementation had an effect 
on readiness to change.  
9. It will identify if there is any resistance towards change. 
10. The above results will be “quick-wins”. The study will reveal more information 
that will be valuable to this firm once the results are examined in detail.  
 
How will the research be conducted? 
 
• It will be an electronic questionnaire / online survey.  
• The survey will be constructed by combining two existing questionnaires that 
measure readiness to change and work engagement.  
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• Biographical items will also be inserted into the survey, ensuring the 
anonymity of the respondents. 
• The survey will be voluntary; however with the help of HR, participation will be 
encouraged.  
• The survey will be open for a week in March.  
• Statisticians will help with the de-coding of the information.  
• The survey will be easy to complete.  
 
Costs: 
 
• There will be no costs for the firm. The costs will be covered on a personal 
capacity.  
 
What are the ethical considerations? 
 
• The survey will be anonymous and voluntary. 
• Once completed and accepted by NMMU the thesis will be made available to 
the public.  
• There will be no usage of the company’s name throughout the research study. 
No specific company information will be disclosed, just surface level general 
discussion about the various integration processes.  
• The researcher will refer to the company through-out the study as a Mid-Tier 
Accounting Firm within South Africa.  
• For peace of mind, a willing Partner or HR representative from the firm, can 
review the outcomes before it is sent off for final editing. 
 
Progress to date: 
 
• 2013 – started working on proposal. 
• 2014 - The proposal has been accepted by NMMU. The research committee 
at NMMU commended the research approach and proposal.  This does not 
happen often.  
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• 2015 – Literature study started and the researcher intends to start the field 
work soon. 
 
Theory in support of motivation for this study: 
 
• Readiness for change is conceived as a multifaceted concept that comprises 
of the following dimensions: 
o Emotional dimension; refers to the affective reactions toward change. 
o Cognitive dimension; refers to the beliefs and thoughts people hold 
about change. 
o Intentional dimension; refers to the extent to which employees are 
prepared to put their energy into the change process. 
 
• To broaden understanding of readiness to change, it is essential to look at 
climate dimensions and process factors of change.  
 
o Climate of change: is seen as an employee’s perceptions of which 
organisational change initiatives in an organisation are expected, 
supported, and rewarded. It is an important component for shaping 
employees attitudes towards change. Organisations with climates that 
have flexible and supportive structures are conducive to establishing a 
positive attitude towards change Under this component you will focus 
on: 
 Trust in Leadership: In organisations where trust in top 
management exists, and where change projects have been 
implemented successfully in the past, organisational members 
are more likely to develop positive attitudes toward new changes 
 
o Process Dimensions: Process dimensions will look at the following 
elements that will contribute to positive outcomes of an organisations 
change efforts: 
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 Models of change: they will provide more theoretical 
knowledge on different ways for change implementation.  
 Process factors: process factors of change interventions refer 
to the conditions facilitating or inhibiting success of change such 
as participation, support by supervisors, communication and 
attitude of top management towards change.  
 
Proposed Model to be utilised:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
• Climate of change, process of change, cognitive-, emotional- and intentional 
readiness are all dimensions that will measure readiness to change.  
• Work engagement also consists of elements that will measure the level of 
work engagement.  
• This research study also wishes to explore the relationship between readiness 
to change and work engagement.  
• This will add a lot of value to the firm as mentioned earlier.  
 
 
Emotional 
Readiness 
Readiness to  
Change 
Cognitive 
Readiness 
Intentional 
Readiness 
Trust in 
Leadership 
Process 
of change 
Work 
Engagement 
Participation 
Support by 
Supervisor 
Attitude of 
Top 
management 
Vigour Dedication Absorption 
Quality of 
change 
communication 
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I hope this proposal has highlighted the value this study can possibly bring to our 
firm.  
 
Thanking you in advance,  
 
 
Megan Matthysen 
Senior Human Resources Officer 
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APPENDIX B 
 
Dear Participant, 
 
I would like to invite you to participate in a research study regarding the ongoing 
integration processes within the firm. The information from the study will possibly 
deteremine the relationship between readiness to change and work engagement 
within the firm. Results obtained from this study will be very valuable for future 
integration projects and the well-being of employees within the firm.  
 
I humbly request that you complete the electronic questionnaire, in order to gather 
data for the study. Participation is voluntary, but your assistance will be greatly 
appreciated and will be valuable to this research. Participants will remain anonymous 
and may withdraw at any stage without penalty. All data obtained will be treated in a 
strictly confidential manner and will only be used for the purposes of the research. 
 
Should you wish to participate, please click on the following link: 
http://forms.nmmu.ac.za/websurvey/q.asp?sid=1405&k=llueugysdb  
 
When electing to participate in completing the electronic questionnaire, it will be 
regarded as implied consent.  
 
Any queries regarding the survey can be directed to Megan Matthysen at   
megan.matthysen@gmail.com   
 
Thanking you in advance,  
 
 
 
Megan Matthysen 
Senior Human Resources Officer 
 
Tel:  041 501 9756 
 
Supervisor: Dr Chantel Harris 
Tel: 041 504 2124 
 
NMMU ethics clearance number: H-15-BES-IOP-003     
 
185 
 
APPENDIX C 
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APPENDIX D 
Abbreviation as per model Meaning of abbreviation 
Readiness for change 
RFC Readiness for change 
RFC Emo Emotional readiness 
RFC Cog Cognitive readiness 
RFC Int Intentional readiness 
Work engagement 
WE absorption Absorption 
WE dedication Dedication 
WE vigour Vigour 
Process of change 
POC QCC Quality of change communication 
POC PAR Participation 
POC ATC Attitude of top management 
POC SBS Support by supervisor 
Trust in leadership 
TLE Trust in leadership 
 
 
